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[Educational Information Consuttant (EIC).
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] ) ‘ THE~EDUCATIONAL INFORMATION C SULTANT:’
SKILLS IN DISSEMINATING EDUCATIONAL INFORMATION
. ) Préface . o ¢
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The. effort-to protect and entiich our human bnvironmeﬁt-—]ikthhe efforts
to preserve and improve our physical environment--depends on rapid N

dissemination and.accurate application of information. In the educational

“field, networks are being formed to coordinate information resources at

many locations,and levels and to make possAble. better utilization of

current knowledge and research on innovatibns in education. —New positions
and new skiTls are requirdd to serve these n;gygrksf—’TﬁE emphasis of this
instructjonal system is therefore on developmént of the ‘skiils, knowTedge,

a

and attitudes needed for fiture service to the networks in the role of .
4 L . AR

The instructional sysfem has three qualities which, together,. offer the

student a ledrning experience quite different from the- familiar ones.

" First, although.the skills introduced relate directly to the emerging role

of the EIC, they provide the student with tools which can also be directly

applied to his own research, retrieval, and utilization needs. .

A second distinguishing quality is the opportunity the training provides

~ for each student to satisfy his own interest in a specific problem area,

Each student takes another student's real information problem and.attempts
to resolve it as he learns the processes comprising the EIC role. This
personal; student-student interaction’in a real problem. area typifies the
idea of a server role, rather .than the servee role frequently expected of
students in the traditioneﬂ instructional environmgnt. 3y
. . ¢ W e
Finally, the training materials ﬁnéjude checklists, cencise "hgﬁito-do~it"
guidelines, and other job aids of proven utility for performing the EIC
role. They are tools to do the Job in the real world. The future reference
value of these materials will become apparent as they are presented;

-explained,- and then applied during the ‘training. .

This Tnstructional system is'designed to train individuals to work- in the
role of an EIC within the educational system. . The EJG-serves”as a linkage
agent between the research world and the day-to-day educational world.
Such a person may well be considered a potential change agent within:the
educational process. - Working as a linker, the EIC serves a particular .
client by neéptiating a specific problem with- him, retrieving information

;- pertinent to this problem, -transforming the information into a package of

material understandable to the client; ‘and, commynicatirig the 'problem=related
information package in such a way as to-fulfill the client’s dnitiat reduest,
The final, and possibly mdst.important, aspact of the taotal role is °the
evaluation stage. Through both self- andr client-generated feedback’, °

the EIC synthesizes the data collected, evaluates the ‘perfarmance: of his

“role with a particulan cliept, and plans a strategy for change if'such is

indicated—gx the evaluation process. Together, these five pnocesses_define
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. Organizétion. The EIC Learning -Team form is divided into seven, .

'_ consists of a simulation.exercise designéd to orient you to the major -

. 3 .o , - - s "
. a1 - : . . N
l’ - ~

B Explanation of the Learning Team Struqture

'

.the role of the EIC both as a linkage agent and a change. agent ‘within
education. i ) LT

-

—. 7 The Learning Team Form of the EIC Instructional System X

# .

e

»

A. Definition and Overview’ . S

Y
-

. o .
Independent study, as"a concept, has existed in highe¥ ‘education for -
nearly 40 years.. Generally, this form of study takes place on the collége
or university campus. and involves the interaction -of two pebpTe ~a. student
and a professor, in a mutually agreeable relationship to qut§n‘the intel- *
lectugl.growth of the student. Recently, through the creation_ of' university
extensions, this concept has:evolved to include students,workip 2on their
own, at their own rate, at their own convenience within their oméy and |
often-separated by many miles from the nearest college oﬁ%qnfyéﬁsi$y
campus. : o AT

L . . "'y‘i;‘;‘;‘" \'E{‘f“ *.\:Z;l‘_
o . I, ’
As an extension to the already proven concept of individuali; d=ihstruction,.
this fhstructjpna] system- proposes to add the concept of sma%%miéam inter-
action. " The combined effect may create-a highly interactive and-ifinovative
Tearning environment couched within the reality framework of the émerging
educational information networks. This form of the instructional-system

is called the ™Learning Team." . .

The concept of a Learning %eém\is quite unique in the area of iﬁdésﬁgéaﬁf?”
study programs ., Although man tends to spend the majority of his life '
moving frem one group to another and ceexisting in several groups at one

time, this phenomenon of human' behavior *has not as yet been capitalized

upon in the area of independent study. The successful synthesis. of group
dynamics and.-individualized instruction is therefore the ultimate goal of

this form of.the instructional system. By .melding .principles of group
dynamics and independent study in an innovative way, you will become the
beneficiary of a unique, interactive, self-directive, small-team (three to -
five persons) instructional-system. . : Co :

‘
= . \

instructional, modules: (1). Introduction, (2) Simulation of the EIC Role,
(3) Negotiation, (4) Retrieval, (5) Transformation, (6) Communication, and - *
(7) Evaluation. Module 1 introduces the EIC role.within the context of -
the emetging educational information dissemination network. Module 2 *
processes of the EIC role. -Modules 3 through 7 .each consist of training
elements designed to build skills and knowledge in one of the fivé major
processes. : T . S AR 1

7’

2. Time." The Learning Team form is designed to fit-into ten,,threq-hour'f' .
“group! sessions and approximately 30 hours of out-of-group individual |
activities. The time requirement for the out-of-group activities varies °*
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from sessionfto session. Each three-hour group session represents ohe module
or a portion of a module. . S s AT e

L)

3. .Instruction. Instructional activities [in the five major process modules

have four phases: (1) individual -preparation, (2) team learpingy (3) ‘team

applieation, -and (4) individual and team performance evatuation. - During

the individual preparation phase, team members are introduced to the major .
" process of thé module through a guided reading and activity exercise. This

is followed by thé team learning experience within the group session, which * e

i an intensive training experience consisting of content presentation,

writtert and oral exercises, and/or simulation activities. During the next ,
. phase; team application,. group members test their knowledge of and capabi]itxg -

to perform the major process in a real problem situation. Each wodule =

concludes with .the performance evaluation, whic provides the individual or

all team‘members together an opportunity to eva uate- his/their performance

in the process module and tg relate the process to the overall EIC role.

Inherent in this instructjodgl approach is a poimt-of-view about how )

- learning takés placé mest effectively. Learning is an active effort, sustained .
by- full awareness of the learning. goals and their personal worth in-some :
present or future time. For securing and sustaining interest aﬁd hence, , ’
effort, this instructional system provides a variety of interactiv exercises ;

.simulations, and roleplaying activities to be undertaken by the team. . g

N . . . N '

. 4. Levels of Zarformance. Grading is suggested for this instructional
program by the™issemimating agent--University of C%Iifornia, Berkeley,
Extension. The grading system-will be confined to hree levels--A, B,
and "failure to 'complete." The latter will have te be assigned to team
members who do not\complete the modules within- the prescribed time frame ’
of ten'to twelve wgeks. The A or B grade decision will be made by the Far-

West Laboratorv coordinating staff based upon objective.evaluation of team
‘member's performance of specific assignments within the various modules.
Assignments, for which grades will be given are indicated in the-Learning
Team Training Manual by a dollar sign {$)--indicating that the trainee can
“"cash-1n his chips" here. Ve .

¢ . °

: Organization of the Learning Environment - . C

- N -

. ‘g o . ® o=

¢ : o o
- An awareness of the educational envirgnment as a source of information and

assistance in fulfilling the demands 6f the Learning Team form and its’

elements is essential. By increasing such’ awareness and by giving thought
tg seemingly unre]&tgd data sources; the potentjal impact of the training , =
dan be increased. Logk- to the unusual, the unrelated tp find solutionseto ¢

problems you encounter\as you progress through thé training. 0‘
» ’ » A \ .

Iy

N : ‘ . , AR,

- As a team, %dch a challenpge is far from unrealistic. With three to five . ‘ )
individuals, each with varying backgrounds, the sharirlg of experiences and. I
individual expertise can greatly enhance both the learning experience and S
the learning enmironmbnt.'*Brainﬁtorminggdf group-related problems will

. be Jits own rewgrg,as the training proceeds. -The pooTing qf resources is

" central to the team concept; it greatly increases the potential learning
‘experience for each, team member. R s ‘ SR :

e
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/ Early attent®®n.to "getting etYaniZed". will also elp make the Learning Team-
/ a successful experience. A properly organized }€arning environment is ‘
essential and.must be arranged before the actga .individual and group U
1

activities begih. The following organizatio considerations should Y
therefore be addressed: . - . . ’

!

1. The Information Center. The Educatidnal Information Center is a focal .
point of this training system. As such’, accessibility to a center is . N
necessary in order to optimize learnifg. Knowledge of the .center's oper-

ation and its goals ‘and objectives Will assist team members in putting

various aspects of the training into the proper prospective. '

In order to fulfill this training need in the most efficient manier, your
Learning Team will. be coordirated through a local information center.
Certain.elements of the training can then take place within the center.
The Learning- Team site ggordinator--an individual within the center--will
‘provide an initjal coptact.points for the team and.will help to respond to

any questionq-arisi from your group session diEbussiops.

£

-, 2. Liatson Beiween Team and Far West Laboratory Staff. One ‘individual
. Within your kearning Team should Be appointed to act as the Tiaisqn betwgen
your tea anﬂhthe Far West Laboratory for Educational Research and Development

» (FWL) coordinating staff. 1In some instances, as mentionedr abov&, a first-.
. » . hand contact Will be available through .the Tocal information centey site ;
" . coordinator; hgwever, some teams may have to depepd entirely upon communica- ) St
i tion with™the FUWL st#ff.for answers to questions ertaining to .the training
™ and for:resolution of, other unforeseen problems which may arise. In either i,
case, your teamfs Tiaison will be the conveyor of.-questions and answers
pertinent—t6 the trainjng. In addition, -he wilk be responfible for seeing
+ that yaur-homework 'and test exercises are.mailed promptly to the FWL $taff
and,tbaf?you-po§Sess the necessary training materials for 'each group session.

3. Mééting Arrangements. The first team meeting should be held at the
center for.the purposes of viewing the introductory s]ide-tapd.presentation .
- @nd-completing the introductory training module. . 3= ‘ ; ) -

e

LY
2

Decisions cbhcerning meeting'time and place for:tﬁé rest of jbunrgroup .
sessions will be the team's responsihility. The Learning Team «form cah be
_ completed”within ten weeks or less; however, variqué self-pacing, goal- . _»

setting, and time constraints may bé‘operating~oﬁ;ybu§§team members.. Such” .
* _ questtions should be *addressed during the initial séssions of your Learning .
¢, * Team so that yow can atrange to compléte the training within the maxjmgT
) e . e

~ time of twelve weeks. “ -

‘ . . A .
4. “Mailing of Completed Materials. As each training modyle is completed, s
exercises are to be forwarded to theFWL staff for review. “Your trdining
- materials themselvds will be mai in-two installments. The first instalf-
., ment will ihc]uqe the individ and team mdterials yaou need to complete - .
" | "the first four sessions,-that”is, through the ‘Negotiation Module. The '
J setond installment will #Clude @11 individual®and team materials #%r;the
‘remaining;seSsiqns of the training. g oo . ' U

¢~
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_D. Biographica] Information

“information will beééigarded_as confidential; it is, however, essential _ .

-activities.

[ 4

éefore,aétda]]y,beginﬁing work on the L'éarning Téém‘Torm, you should
complete the Biographical Information sheet and-return it to the-FWL‘staff.
Be as detailed as possjble in filling -out this data sheet. A1} such.

in helping the FWL aff to evaluate the Leaﬁning Team's effectiveness as
an alternative form for the instructional system, The Educational Information
Consultant: ! Skills in Disseminating Educational Information, ©

-

[N - 4

. / _—
E. Usé of .the Training Manual .- . . . ;

Your Training/ﬁgnua] is.divided into:nine sections: the first seve. correspond s

to the seven /Ainstructional modules; the eighth is for storage of dgcuments
for ydur "Paper Trail"; and'the ninth contains A Guide to Educational .
Resources ,’which yolu wil} be using as a referenee throughout your Tearning

A

The.materials in each instructional module section are organized for your

use in completing both ind$vidual and group activities: Begin each module

by reading the Individual Activity Guide. It indicates the materials you *
need to review before the team session and also provides background informa-
tion related to both individual and group activities you will be undertaking..
The materials for your individual activity are provided after this Guide.- -

When you meet for the group session, review the Team Activity Guide. [Your

team 1iaison, should check this Guide-before the Session so that he/she

can arrange for any equipment you will need.] The Team Activity Guide D
indicates the amount of time required to complete the session, the written | N
mateyials in the Training Manual you will use, and which, if any, audiovisual

- Or supplementary myterials are needed.- +

Each Team Session, as indicated in the Guide, comsists of a series of training
"elements." The steps in each element should be completed in the sequence -
suggested. -The elements themselves should 'also be completed in sequence, .
sane each ‘builds on whdt has gonté before. Observing this pattern will help .
you and your, team members to achieve the major process objectives, which

are listed on the dividers for each instructional module. .-) .
°‘ ¥ ’ . / - . ) N -
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' . BIOGRAPRICAL INFORMMdTON ., -

3 . * i/ @

. For our records and fqr'futuhe qorrespondence concerning our trainfng,

. please complete the following jtems.: |- S -,
- * Name ~ <‘ . Yo . ' L
i ) L \ - - [ . \ i
"Age ) — Ma]e‘ . - Female
Address . : S N ‘ X
‘ o - No. ' . Street” . pt. No. e

. . .
M . . . . .
° ° . . * s

_— Tty . State . 7ip Code * R

. What is your present bosition/job title? ' ) i

. -

»

What is your highest gg@déﬁ?c degree? . . -
\< ©In what major field? o . L

N — . , oL -7 . ) . i
1 To what extent have you been involved in disseminating educational
.~ . informatiog? . __ N .
P s e A - i? . . . - .- v ‘- e .
- ‘ S : . ' J
) . ' , —— :9‘ ] ‘ \ G . B g ., .
o T — : — € =
’ » < - oo Ee -
" . What previous™training which specifically rel es to, information sciene,
"librariansihip, or to dissemination of educational research have yoy had? e
. . ¢ , . ) . . . T
Ry ey P . . s - ! . \
Y L4 - \\
’ * * - . [} |
. What is your major purpose for taking this course? - | : ] o
. . ‘“‘ ' . o
‘ s
T N \ L B L - ]
What kinds- of skills, knowledge’, etc. do you hope to gaim from, this training? -
. ) . - . . . ! \ . 4}% -] N
—~ N . . : . . > &
’ rd . L] '_.,..w‘;\ — . _ ) -
. ’ 2 : - a - S - . h]
- . o . : / Lo N
- ‘. v - . ' . : . ) ‘ ‘4 ..
- - A . v ,
. . . ' Sy - L ren
. FWLERD 1772
Q > ' L 9 :
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. " SCHEDULE.OF LEARNING TEAM: ACTIVITIES ° _
. . ) . " . e e Y
. ‘e . ., . ~\ o
[ -‘\. \ ‘\ ° )

Session No. - . Module - .
: w, '\ ' ;

R R ' - INTRODUCTION S

S SR SIM;&ATION o y
. : Lo BT S
37 © - NEGOTIATION: (PART 1)
| NEGOTIATION (PART 1)

¢ o ° . Vo
[

5 .. RETRIEVAL (PART 1) .

6 S~ " RETRIEVAL (PART 11) .
.7 .- TRANSFORMATION. ,
8 CQMMUJICATIdN : e
- |
9

+

] N , ! . . .
MAY 2R-OUNE 2 . "% "EVALUATION ‘ ,
; Lo N T Lo |
' : ' . . ' e '
}//,10 < SUMMARY AND REVIEW (OPEN)
- . hd \ ') °
¢ . ¥ e -
b °- \ > "
L4 ,
. B :\3* |
° AR v
) . . = v - "
Y . - ) ’f' ’ o=
? ’ ) ’, =~ ‘ . N \
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< . LEARNING TEAM AUDIOVISUAL MATERIAL AND EQUIPMENT REGUI\REMENTS . ' R
' - \ ¢ t
. ‘ ) o \ |
. - \‘ ! »
‘: : . . \. s P—
.t \ , \
Team . . N o RO :
* Session No..b Module -~ ,_Equipment - , \ _ Audiovisua1 Material: |
T Introduction Larousel Slide Proaector Carouse] Shde Tray: | 7 °
. "f\ Cassette Recorder y "The Emerqmg Role N
. ) » of .the Educationat o
' \ Information -
. * \ Consultant"
. - Cassette A (Side 1):
\ ) \"The Emerging Roje )
. of the Educational
- ) o ’Informatmn )
A Consu]tant"’
2 Simulation .+ - Cassette Recorder Cassette B (S1de 1):
’ . ) - ° ) « "Simulation- .
- . ‘Negotwtmh)‘
/- . : - CommUmcatwn" AR
. . , ‘ ¢ : LN
3 Negotjation I Cassette Recorder Cassette B (Side~2):
. ’ . . "A Negotiation *
b T : : Interwew"""‘* :
4 Negot1at1en ,II\) “None - ‘s None -
5 ) Retmeva] I None ' ‘ _None T T
: ) - 7~ ,
~N g . Retrleval II _Carousel Slide Projector. Carousel S1ide Tray
‘ « . Cassette Recorder "Introducing ERIC/
/ - - - *  ChESS™-and "ERIC- L
f ) < DIALQG" B,
. - o . Cassette C (Side 1) /g:
- L < . "Introducing ERIC/.
© .- . . it ChESS" and "“ERIC
. DIALOG".
s . ‘ . . i Kt
7 - 7. , . Transformatisi - None T Non¢ = -
. . / - 2, , -
‘8¢ * *Communication.. None . | .+ None -
9 Evaluation - None . . None T *
Summary and Review None, = None

: Ao
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.« - MODULE: INTRODUCTION TO THE ROLE™ .
° ‘ OF THE EDUCATIONAL INFORMATION CONSULTANT. -’

. -

«  Definition } .,
’ " i

The rolé of Educational Informatifn Consultant (E1C) %is emerging in -. °
response to the nged for information dissemination services in education.
The EIC's role is to receive, procéss, and fulfill client- requests for --.
- information needéd to resqlve specific curricular, instruc jonal, and © - A
... administrative problems. Various aspects of the EIC service have, in :
. the.past,-been shared: bfh'ariety of professionals, It is becoming - - v
evident-now, however, that the flow of information -on.which educational - .
renewal, innovation, and practice is based must be better grganized and " . 4

: . given greater financial support. Training of personnel.who can. fill ‘the . )
.EIC role must,be provided to support this flow. . . ™ . N LT . )

- .
. . N N .~

" .. Objectives AR . . e
. The folTowing instrucfional bbjectives sp\écify"inién‘déd'duj:canes: for this e

'jntrqductory. module. :Wheh you complete i§, you should be able to:

. 1. Name the five proces’sés -of the EIC role’and describe the basic -
- function of ‘each. o oL C -

. 2. Explain how. the EIG service can bé integrated inte the existing «-
: “éducational system.dn terms of people and functions. - )
/ ’ . .

-4 3 .

o

RS

' 3. Express interest in the EIC yole as a préduct'ivé"apbi"oach to . .

| "+ improving school operations. . . . , ,
\ . i . . - - N . . o‘\
4. Show a positive attitude-toward the potential.of the %-rb]q. .
ning "% - -

N . ", . at least, to the point of ‘being willing to.complete @ t : R
' course for perfoming the role. . T e . "‘ o,
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Module: Intreduﬁtion

-
.5 [

INDIVIDUAL ACTI VITY GUIDE

Preparation for Team Session No. 1

-
,

Materials Needed: = 4 . oo -~

The Regional Information Service by Sanford Glovinsky

A Statement of Need--The Knowledge Linker in Education

Knowledge Linkers and the FZow of Educational Information
by ‘Richard S. -Farr .

Information Networks--in Ovemew A,

' -
e

Preparation..

.

" The role of the Educational Information. Consu]tant (EIC) is emergingnin

s response to the need for information dissemination serviges in education.
The E role is to receive, process, and fulfiil client requésts -for
information needed to resoIve specific™curricular, instructional, and .
admipistrative problems. Various aspects of the EIC service have, in tHe :

- past, been shared by a variety of profess1ona15. .It is becoming evident %
ndW7~however that the flow of information on which.gducational renewal,,

. innovation, and ‘practice Js based must be better organized and given
_.greater financial support. Training of personnel who can fill the EIC
“role must be provided to support this flow. The $1i de-tape presentation
you will see during Team ‘Session No~l will, provide a.visual overview of
the role of the EIC, the need for such a role Jin education, and the ™\
funct1ons of such a 11nkage agent- w1th1n the educat1ona1 system.

INDIVIDUAL ACTIVITY ‘Read and take notes on the foIIOW1ng .

LN

~

The Regwn\ Informatwn Servige . .,
. A Statement of Negd--The Knawledge Linker in E‘ducatwn
- KnowZedge Linkers and the FZaJ of E'ducatwnal Informatwn«

AS ment1oned in_the read1ngs, there 1s an emerging need for a 11nkage
_.agent--a persod cape ble of stand1ng between the research community and

the educator, a on whose prime “responsibility is to make research

and development inférmation--available to the educator. Such a ‘person has

yet. to appear in the full sense of the- EIC role proposed here. ' Thiere are -

. existing roles of research ]1brar1ans, information consultants,, and other .

such inteymediaries: The EI€ role, as conceptualized here, howevep, is

“ just begisining to emerge. As. éducatons ‘begin to realize the value of the

availability of research information to the future of education the EIC

rolé will assume an ever increasing-importance.’ - 3

InformatJonenetworks desvgned to serve the teacher and adnnn1strator are

- -

(cont1nued)
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) ‘J£1: - o : Module: Introdiction
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; . INDIVIDUAL ACTIVITY GUIDE ’ .-
‘ - . o, . ., ‘. ' ?
Y developing in-a number of states. The.National Center for Educational
Communication, under the auspices of the U. S. Office of'Education,’has AP

set the development of such networks as a top priority item. The X
personnel who will serve in these networks will be knowledge linkers--
bringing information about new-products and practices resulting from
educational research and development to the educators.who can implement ) .
“and’'use’them. Training these personnel to serve effectively as linkage T
. agents within the networks is of primary importipce. - :

<"

The effective dissemination of educational inXormation is a complex task K
involving tremenddus effort in developing netwbrks and in:effecting value
change within institutions which historically have resisted such change.

An effective adent, capable of relating to both the research community- . .
and the schools, is a necessity if the networks. aré to become an integral
part of the educational community. Knowledge linkers and 'networks go
hand-in-hand; without ene, you do not have the other.

" <! » ’ .

INDIVIDUAL ACTIVITY - Read: Information Networks--An Overview.
“k & .

2

'The five processes of the EIC.finker’}o1e~fnegotiat10n, retrieval, ‘ - .
transformation, cdmmunication, and evaluation--further identified in the . -
slide-tape presentation you will see, can be defined briefly.as follows:
. . L R ° \ . .
Negotiation: To idemtify, analyze, assess, and define specifically
the problem and attendant information need(s) of a "t

N client. _ . R .
) . ' . ) o ’
T Retrieval: To develop asearch strategy and locate, identify,
B Yo and secure R and D information pertinent to the
L] , 3 1
. - client's problem and request.
hrd - - < - s b *
s Transfor- To screen, analyze and/or synthesizeg and organize , -
mation: -the resuits of the search in a form appropriate for R
delivery to the client. . Lo 2n
e T
’ ? y - %
adi . Communi - To display ‘and conveysthe results’ of the search to
. cation?” the client in a style appropriate’ for his: use in
o a . finding a solution(s) to the problem.« <. >~
, . R ) . ~ Wt - . .\ .
Evaldation: =~To assess the perfofmance of the major EIC processes -
. and overall role and the operational effectiveness
. e of the setting within the linkage system; reformulate .
l based on evaluation and follaw-up evidence; and mak -

adjustments in processes and ‘functions. .

e
2

Each of these processes will be-the, focus of one of the subsequent
instructional ‘modules. _ o A

)
4




. THE REGIONAL INFORMATION SERVICE S
fy ' € )
e by Sanford Glovinsky

£
.

The proposal which was funded, 1ike'most of ,the ESEA Title I grants in
the beginning, was the result of a needs study done in the.county. The
firstsyear's study grant allowed for a survey of everyone in the community
who had some stake in the improvement of, education. So that meant that
virtually every Tevel of school,.'social agen¢y, and community services.

" people had to be contacted and, if possible, be part of the planning activity.
Public and private sectors, minorities, militants, conservatives, haves
and have-nots were to all give their input about what .was needed to ‘im-
prove the educational 1ot of the children in the area.

Our county was lairge by most standards. There were 42 public school dis-
tricts, a large parochial element, 700,000 students, 28,000 educators,
and 600 square miles of anea. There were small rural school districts .
and large-metropolitan ones. There were, most of all, the problems currently
facing education so that the needs that came to the top of the list could
pretty well have been predicted. Self-concept, the Tearning process, .y
understanding the individual, motivation, and dealing effectively with problem
students were the areas of cohcern. *We had to bring together a staff that’
could innovate for change: and improvement. . )
Our ov¥ganjzation was to be a Center made up of several semi-autonomous com-
ponents,.each supportive of the ohers but,:.at the same tinfe, meeting

rather specific goals and objectives outlined Sin the proposal. I joined

‘the staff two weeks after the new. funding cycle began and was the second
active member of what was to grow into a group of 12 professionals and 13
support “staff.. A month later, I was asked to take over the Informatfon“ssﬁk,‘
Component. ) . H e Ly

The, task was seen mostly as an administrative one, organizing a regional
information service that used innovative techniques: and.provided much

needed information to the educational decision-makers-in the area. But

it soon became evident that administration was only part of the challenge.
What was needed was a different philosophy about ow to get information
. from where'it was stored or beifhg generated to the. people in the schools

who needed it. There is no scarcity of educational material. The problem
‘'really is that there is too muchzinformation and mpst of it is never used; )

There ‘are a1l kinds of reasons why, in a field 1ike education, one would
«.think ‘that those involved would be bighly skilled-in "handling information,"

byt the fact is that very little was being done. Most people are too.busy

or too tired t& struggle with :the tedium connected with searching and .
.digging out infermation.*® Most people who come up through our educational

system have learned.to despise "reaséarching” by the time they have reached ~

the seventh grade. It's about’ that time that they learn they really don't
need much- information "to get by." And so they begin "just-getting by" .

and they do that for the rest of their 1ives, even after they become
educators. . . Lo Lo

v 3
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What I hoped t6 do was to try to make it easy, cemfortable, and maybe
even fun for any professional in the region to get 1nformat1on when?1t
was needed, I wéntéd to be able to put "some “information" in their hands
when the request. came in and only assa last resopt to make referrals to =
other agencies for.additional or supf®rtive matériais. Ours was to be
"a pne-stdp" informatfsa service.of. the kind that. had beerd“advocated by
some people in the Office of Education <in wash1ngt . It would fill the
void between what efforts were being made at the ate and national 1eve1s
LY Y N
The model that began to evo]ve in my mind was that a reg1ona1 1nformat1on
service had to be an umbrella-like (See figure on following ‘page.) function
*» " for both the other eomponents of the Center and for the large clientele
that composed "the region." The county boundaries and the service area
defined in the proposa] attempted to delineate who should be served. But
requests started coming from well beyond the immediate county area almost
the first day. And so deciding on "what our region really was and which
people we could hope to service" became Very complex and:seme arbitrary .
decisions had to be made even though “persons to be served" was supposed]y
spelled out in the project proposal. . . )
We had to establish good werking relationships in every direction. I °.
wanted to be part of an information network that I felt’was ‘taking shape ,

. out-of an amorphous need to do someth1ng with all the available materials
so that educators in schools could do a bette 30b fdr their students:
We decided to focus on serving .professional e ucators .primarily in our
county but that we would try to answer requests ﬁbr out of the county .
but that we would try to answer requests for out of the county as long as °
we. could handle the work Toad. This meant that we eliminated direct ser-.’
vice to parents and students, because we Just d1dn t feel that we had the
resources to do otherwise. Also, we weren't. go1ng to be-a traditional _
1ibrary- type operation, since we didn’ t have the time dr resources to
bring together that kind of a data\hase

We began bu11d1ng 2 data base that, was to 1nc1ude a “small hardcover “
tollection, mostly for staff use,-a journatl co11ectgon of 150 titles, a
file on proJects and people,: se1ected Tocal dnd nationat newspapenrs,
a textbook collection, some audiovisua] items, a fair collection of kit
materials and teaching aids, the ‘complete ERIC system,: Dissertation
Abstracts back to 1958, a“test file, all the standard 1% brary reference
tools, a comprehensive: newsletter co11ect1on, and-a very extensive
co11ect1on of reprints, reports, monographs, 3nd clippings which camg to
be known as our "fugitive file." Later on, I began trying ; £0 get mater1a]s
from the local school districts, i.e. 2 COntracts, report cards, handbooks
P. R. publications, etc:, for comparison purposes. The idea was:to start
bringing together all the, kinds of-resources we could think of that
educators we were trying to serve might ask for-sexcept for "content
materials" which we felt we had to avoid because space and storage were
.a major problem right from the start. Then when more and more people. began’
»sto make "on-site" use-of our: ‘materials (which we encouraged), swe found that
./ oftentines there was no. p1ace for them fb sit’ down to work.,
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The services we offered were of two types.. I felt ‘that we had to
respond to requests for informatiomp as a tgp priority, but perhaps
Jjust as 1mportant or maybe even more important was to provide-sérvices _
which would stimyTate interest.in the use of "new methods.and.ipnovations."
This latter task led to what we called a current awareness program.
Between the two types of services we. felt that 'we could meet i#e informa- .
. tional needs of our Center. We .planned to ‘use as many forms of communicating
. as proved feasib]e Reduests came” pr;mar1]y by phone,.althaugh, the mail = _
was. heavy too. ., Being able to interfaceifyith the requesters;on the tele- °
phoqe, or in person when they came, was: an, extrémely va]ua'ﬁe facet o
our operation. It allowed us to have.much greater opportunity to produce
useful materjals for our clients. It led to the reaquat1on that even a
regidnal center had to be accessible to the people in its area if it was.
to ‘have real impact on causing change. Being part of .a Center whose other
. components offered consu]tatfons in inservice training, evatuation, and
curriculum inngvations was an equa]]y important érganizational arrangement ,
because we could help those for whom information had been obtained in their
_efforts at its mplementation? An information service should not stand
alone but rather sho d be part of a total effort to inspire 1mproVement
AnJ so, in three years of operat1on over 6,000 individual "quest1ons
were: received. They ranged "all the way from tooking up the name of an
author or the price of his book tb doing sophisticated literature searches.
We tried to.give fast turnaround timé and at first were holding to a- -, B
four-day schédule. But when the number -of requests grew and the éﬁest1ons e
became mgre complex, we f&lt.that for some, responses a two-week turnaround
was accep able. Any kength of time longer that that, we felt, was too long.

Rs part of the cugrent awareness. program, we generated about 40 b1bliograph1es
on "hot" topjcs, ran*a recorded telephong message, offered a reprint’ service,
d1ssemrﬁated p ckets of materials selected because of their currency,
distributed U.S.0.E. materials 11ke PREP, and gave dozens of or1entat1ons

about. our Center and 1ts services.: . L J
o -

We felt that we had a- successfu1 operat1on and the responses that we '
~r&ceived from our various.user surveys*seemed to pretty mlich substantiate ®
our bel}efS‘?;Ihere are a lot of other tethinques that ]'d like to try
* and some that we uséd probably should be modified or changed. to comp]ete]y
new formats--but I think the bas1c phi]osophy"1s sound. A

B
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A STATEMENT OF NEED--THE kNOWLEDGE,
LINKER IN EDUCATION* :

The field of education today is faced.with.a serious dilempa: how to

harpess the output of the krowledge explosion so that. this knowledge can be.

utitized to solvé the demands being placed upen the education system. .In.

1964, Richard Carlson cited a weak knowledge base as one of the main i

problems’ in education.] Today, there is not a lack of available knowledge ° S~

as exemplified by the ERIC information system. But there is a lack of ‘utili- -

zation of educational research and successful practices which does:tend -to.

support Carlson's.concept of a weak kn?r1edge base. _ A
{

l‘ >,
- . h

The main reason for the lack of knowledge utilization in education is the
gap which exists in the system of knog]edge transfer.. This proposal is

. premised on the need qin elementary and secondary education for an institu-
tionalized knowledge 1inker role which should be indepetdent of the research
arnd -practice worlds. . . ' v

-
?

oy
N |
’

~ L PROBLEM
L . The process of knowledge transfer. within the kﬁbwiedge utifization system is

inadequate due to this anqq*nity between developer and practitjoner. Since-

# - the developer's function i% ta supply the practitioner-with a working model

for Solving the cdnsumer's problems, it i§ nécessary to-help' the developer -
and the practitioner to be linked together so that communication can occur
~ ) ! .

more directly. SN . L .
, . . - ‘ - J ~ . -

S 4

The federa] governhent has attémpted to alleviate this latk of contact by-
instituting the R&D Centers. However, these have' not solved the prob}em
. as noted by Harriet Feinberg in an evaluation of the R&D Center at .Harvard. -.

In the.foreground, overshadéwing any other problems is-a - ) SRR N
R large and obvious gap between the University (Harvard) -7
o and the participating school systems. Harvard Graduate _
o School of Education appears withdrawn,-highly research .. . .
oriented as opposed ‘to service oriented,. and tinresponsive i o 5
to the everyday needs and problems of the'school systems. T
The conventional research-development-dissemination model . '
suggested by the Office of ‘Edycation's description of the
: R&D Centers, whermby the -résults of basic research are Vo
. transmitted into curriculum deyelopment, and eventually - Lo
disseminated to school systemS§§?s,sertous?y questioned -

if not rejected.2 .

» - “a - ox

,{‘. »

-

: £ ' 7 : C ! . ~
*Edited and condensed from.a-proposal submfitted to the U. S. Office of . PR
: .. . Edycation byithe.stégﬁfﬁf the Merrimack Education-Center, 101 Mill Road, : .
= £ Che]mi;ord, Massachusé%%s,\uanr the direction of Richard J. Lavin, Ed.D-., .
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..~ Atteppts have'been made to make research available to practitioners via

\. the printed word, but most have failed as noted in a study by’ )
. [ . lazarsfield and Sieber in which they found that only.a sma) .ge?centage,‘
, -~ -0 teachers réad publications which contain research -pesults.d The

, - 't federal government has attempted to disseminate new knowledge to school
N © . personnel through the ERIC information. system.”Howeyverithis program ‘

*° r- + <nas not.been utilized by educators as -noted by Guba and - ‘L

e Horvat.4 - : , -

Le

. [
-’
S > 2e

. - . The result of this breakdown"in the communication process between developers.

E and practitioners has resulted in the Tack of:reséarch utilization by ' -
school personnel as described-by Carison earligr in this paper and by a
Lazarsfield and Sieber in the following copmbaty = ' B

- .
$e 2

. _ Many teachers have little or no

_ Knowledge of the research
that has been. done-in their field-and are unaware that
there are practical findings that could be applied to
‘everyday work.5 - ~ ' :

-— /1 [ : . , "3
- The lack of utiljzation is compounded by the fact that even when a prac-_ \

titioner does know about resea

rch or has used it, the knowledge is

Ed

. . observeds~ - 7 R

to neighbéring systems.6 .

teachers in the same buitding.

N

- : ’ < -
The problem is evident: how can we increase the utilization of re

Not transferred even within the séme school system*as Coombs has .-

-

* . Even when research is undertaken ‘in the setting of the, -
. .- local school, oftery the results are not transported evep

0

Ry N

School systems are seriously deficient in traqggission
processes for new and improved ways of working.
.. - of successful classroom innovations are born to bloom
““unseen.- Some get into journal articles; conversational
reports, or books ~ but many a;e unknown-even to othei ‘.

Hundreds -

<2
)

-

seaitch—-

S

based\ knowledge by school

results\and successful practjces i
. Ppresent situation and to detérmine
. improve the learning of the “tonsumers.

subparts as fo]]qws:‘ b \ -

%4

.

S %
">

personnel? This does not infer a forcing of
research upon the practitioners put instead pro¥des them with research . L
b&hgch will enable them to evaluate their &

f these new~findings can help them to

The problem ‘can’ be di¥ided into ;

5 * ' .

1. Reduce the - anonymity. between developer and practitioner.”
. . . o ",\, ) ‘S‘ B e - \ . . SN

2N * .
<

K3
L

.
* v

L . R TiEi e o o -

. 2. Target information to specific practiticner neédS:gi L

» [ clos *’," N - B A . :.,j .’ ‘ B}

n 3. "Increase the communication-of research findifgs-and .
o . ¢ successful practices between, local prag@@}jongps. e K o

,.
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S
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" Attempts to sglvé the abpve‘prbbJem have noet Been1successfu1'in'the past
“"as hpted earlier in this paper. New mechanisms_or agencies are needed to
. bridge this gap in knowledge utilization. - oo '

~.Second, he must have a knowledge of the resources which available -to

_training programs, etc. Third; the linker must have access to thede’

‘resources ‘so what they can be made available ‘to the pragtitioner. There -
may be nothing more frustrating to the practitioner than to know what his . '
needs are, know what type of resources he needs, and. then not be able to .- -
get them. Thesé three requirements. appear quite simple but as Havelock - - -

- the linker role. Farr states the following: - -

‘the practitioner. He mist go to the practitioner and discovedswhat types,
" of information are required. "Then he must turn to the resourcéssystems,

-2’ two step feedback channel to provide the deVe]oper with guidance for

-
e,
[

. - . -
-t - L8 r

Vs

L4

Loola, . - v . -
The knowledge linker must assume an active role bétween the developer and

which could be’ developers or ‘ether practitioners, and determine what ‘ . %
information.is available to meet these needs. Many times the information )
is-not available in which case the T{nker can sBrve as an intermediary in s

‘furtheh-resehrch work.
There are three fundamental. requirements thé?‘the'ljhker must possess.

These have been inferred in the writifgs of Havelock®sand Lippittd who are .,
both Tocated at the Center for Research on the Utilizationgof Scientific -
Knowledge (CRUSK). at the University of Michigan. First, the linker must , -

be able to help the practitioner assess his needs.. Before the practitioner

can use information he must know specifically what his prgblems are. - .

. &
K .
- “

solve the educational practitioner's problems. This will.include not only Ty
the human resources of developers, consultants, and other practitioners but ’
also printed resources-in the form of researclt,- successful practices,

points out if the practitioner was able to.peffgrm/gilﬂthree_of these
activities himself he would not need a linker.! ‘

. . .- v C* & : . N
There are several difficulties inherént in performing the knowledge ljnker .

® .- 4

role. These can be c]gfsifieq as follews:
1. Oyerload
¢ p—- 5- T \"'

2. - Marginality

» . ¥ . A

R P A f
- % : . 4

*-Overload can best be described as too mGch information to handie, too many .

people, to. get it from, too much processingto be done before it-is useful,: - —= ..
and 'too many pegale to give it to.ll. Marginality refers to-the" in-betweener |
position of the@nker and the lack of'pretedence* for the new Fole of - "4 -
"knowlesige 1inke¥W, : ) o ° oL s

}/ N i & v - ‘ * - ‘ - . /}’ ] :‘» ,‘- ‘. ’!;;: ‘l . - , ‘)‘.ﬁ'_‘. ..
These two probTems_make it nearly impossible for an individual to fulfill , .

h %3

' “What is-oBvi%us;. owever, is that educational Finking- * .
<" . cannot passibly.bé done.by: individuals aloné but requires A P
% ~." - the resources ‘and’ 1égitimacy of a rather” comprehensive o, T
- ,organization, & ~ T - (. 0 L I N : ‘
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"The ,i'ri'st?:utiona'ﬁzati,en:;of the {linkaP¥ole is rot a panatea; however, it R

. does provide the Vinkers within the ins®itution with.the following: .
“ . g\ - ’ \. . - . -:» - i = K - PS . N
P L economic security-dueste.the peumanence ‘of the R >
« .. finstitution L T S - /
- s T N
o T oy 2. “T{dentity which reduces ;hé;marginal%tg problem and . .
S ‘%& may give the individual a- feeling’of-beingAuprthuhile
<Y . ® ¢ ~ a'! : e .';"‘,_ﬁ ’ : ” [y
g . 3. .coordination so that the’individual ecan specialize ) -
. ‘N " on only a few tasks-but-yet allogythe multiple - .
& A . functions of the linking vole o -be ‘accomplished, i.e., -

reduces ‘the overload pyoplem.”.” .. - .

Farr argues for an impartial ﬁidqleman since he Believes the developer +
and practitioner are hindered in performing their roles as developers and '’
as teachers and also decrease their effectiveness as linkers if they »
attempt to fill thé role. The impartial no axe-to-grind middleman is

able to maintain a certain trustworthiness and credibility attainable by . e .
no one else.13 Havelock suis it up as follows: 2 T ‘

Aid ) . o 2

| S, 'Y R
| This linking institu€ion could be based in a university

o , or a school system but neithey of these alternatives is - =
e [ »entire1y~sati§faqiggy., An vindépendent base not identified,
: ! . with either; the reséarch worTd or the practice world is-
|, probably preferable. In any case, the imstitution-will be ‘
. expensive to operate if it-is* to be an effective linker - . "
| and will, therefbre, require féderal support.14 S ‘

!

-

The training required to prepare 1inking agents must-include conceptiial
frameworks and specific Ski11snyﬁ¥ch are aimed at satisfying the require- .
ments of a linking agent as merftioned'earlier in this paper. First, the - L -
individual -must -understand the framework of the knowletige utilizatton * 7
system and the types &f procestes that -occur.- The Tinker must also realize - .,

_____ »—  — -tge inherent problems involved wijgh the linker role and réalize the need
~ a”coordination of linker eff

L

to-accomplish the task of bringing .

together practitioners and resourcés to meet the Wé#ds of ‘the consumer... The

individual must also develop diagnostic®and faciTitating ski¥ls to assist
e'pracgﬁtﬁoner in assessing his neeys. - Such.skills would-include how

o ask“the right questionf,dhd how to'colject, process, and interpret-data.

The linker must also know what'tyﬁés'oﬁ'résburcéS'afé:é%éilabie and' how

= ~t0.1ink these to the practitioner, To agcess such information he should
.undérstand knowledge stofrage and retrieval;methods as well as. where.human

resources ace located (see Lippitt for a more aetailfd.desc?iptfon of .

possible curriculuml9). ' o . T L ' ,
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Havelock suggests six types of tools which the agent shiould possess:

. Linking stfangies or project'designs SRR

. * Handbook of new practices, innovations, 5nd usabls -
- research knowledge . . ) Lt '
Handbook on linking problems ahd‘so]utionsT; ’
.Guide ?o the retrieval of knowledge |
P : ¢
. Simple-instruments to measure the success of his
. dissemination and.utilization. efforts

Client self-diagnostic tpolsl6.

The knowledge linker organization staffed with these trained and equipped
personnel will be able to work with a Targe number of practitioriers’from
differgnt school systems. In assisting the practitioners to assess their
.needs, a number.’of cotmon needs will be recognized by the linkers. When’
the practitioners are made aware of this commonality, they may wish to
form inter school system teams to develop programs for fulfilling the
needs. The independent linking erganization will be in an excellent
position to facilitate the exchange of resources not only between devel-
opers and practitioners but also between .practitioners. By-@orking on a
~cooperative basis the school systems“will also be able to solve the

- problems more economically than if they-.were working separatély due to the
sharing of yesources in the designing and apération of programs. This
cooperative effort to meet common. ds between schpol systems is possible
as' shown.by some of the exemplary Title III Centers in operation,

* As-noted earlier, an important function™ of the kﬁowledge linkers will be -
. the, targeting of selective information to;the practitioners which will - -,
require an’active linker role. The'key to the s;léctive dissemination of

information (SDI) is the matching of individual practitioner needs with
‘specific informiation to meet these‘needs. The linker must continually
search -all.available inform¥tion sources “in order to provide this match. ,
This_can be’ greatly facilitatedjby'thg;us ‘of computers but is also
possible .on a, manual basis even .though iti?é more time consuming. A
regular program must be instituted to (1) honitor practitioner needs, ;
(Zg'send the appropriate information to.thé practitioner, and- (3). receive” -
., feedback as to the usefulness of the informatign.in meeting the needs, .
" _The feedback from the practitioneg\is essential because it‘enables the
linker to realize not.only whethel: the practitioner has, correctly identi=

. -fied his problem but also. howW the heeds are changing.

4
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_FOREWORD

+« The ERIC Clearinghouse at Stanford in it§ first erghteen monthe “bf
.operatlon may “have provrded a partial miodel for Richatd ‘Farr’s paper. It
seems more certajng however, that the paper we commissioned will have an
" effect on future clearinghouse “activities. - . =
"z By making the papgr available.outside the clearinghouse we hope to
ajd people involved ig.the growing number of similar operations, but we also
count on recewmg coniment fromr'readers whrch wrll allow -us to-issie* an
lmproved version in the future. In that sense,.thrs 1s deﬁmtelya “wyrkrng
paper.” ' -4

This paper itself, of course is dedrcated to playmg a lmkmg :ole
between the existing relevant research and all of us who find our roJes in the
educational innovation system—to be challengmg. ) -
\ L
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. hérdly be apprOpnate for COnsumptron by someone who wants to put tt~to work You have

KNOWLEDGE LINKBRS AND THE FLOW OF EDUCATIONAL INFORMATION

>
o 2 .

. '**"“Knowle(jge, to have rnuch value, must at some time move f;rom the minds of the
[individuals responsrble for its existenge’ to the minds of those responsible for its utlhzatron

'Such movement is usually referrad to as the “ﬂow of knowledge ” and often there is an

| mtemedrmdmyﬁhme&ent.

- . Figure 1 is grossly oversimplified, but it does focus on the position, function, and

~role of‘ the intermediary of “linker” in the educational system. (This use of “’lmker”
orlgmajed wrth Ronald Havelock. See Havelock” 1967 ) After a closer examination of the

. ) 4 v ’ , i*.'
B Source ', . . . " Application .
__of > Linker > of B
Knowledge = * ) Knowledge = -, . .
v A o . - -
: Fig.1’ ' . : . e
The FloW of Educational Knowledge °  ,  ; - B
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. .
. .
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other two elements in our chart we shall attempt .3 more detailed representatron of the

"+ éducational knowledge flow system and the role of the lmk’““' X . de "
,o: Source of Educatronal Knowledge , ’
N w ' TR
LI Many types of individuals in many type of institutions are sources of educatronal

knowledge Educational research . is one such® source, but there are numerous
others—textbooks .in educational pPdcedures and methods, so-called “think” pieces by, .
.scholars in journals, and serendipitous discoveries by mventrvetadm"instrators and teachers,
Seldom, however, is the producer of a bit ‘of knowledgé responsible for insertingit¥in’ * ", ¥ 77
_and propellmg it through the “knowledge. flow system.” And probably this is a good thirig. :
Acquamtance with the practical considerations involved in utilizing educatronal knowledge °

is relatrvely low among knowledge-producers. The most productive research is not usually - e
conducted 'by the man who bears Jthe everyday responsibilities of teacher or*
administrator, hor i§ the best teaching done by researchers. Rarely can these two functrons
be ‘carried out well by a single mdrvrdual but neither the researcher nor ‘the teacher can do - .*

his best work'in igniorance of the other. Here i$ whete the linker comes in.
In the early stages of the diffusion of knowledge, thé form of the information- wnH*—'*




i A - . . e .
"/ all seen the articles that make up the educational research journals. Compare them with the , *
four-co ; glossy mstructron manual that comes with a’new car or televisidn set, or even a -

“lawn an{l garden care manual Much' time, - effort, and money are lavrshed on thesé

‘commercral brochures so that "they will be effective. That is not to say that educational
innovations ought to. be disseminated in such formats but the contrast pornts up the
drfference betwe egn announcmg knowledge and facrhtatmg its utilization.

. »
<

R Users of Educatronal—Knowledge

-

“QOur flow chart is also grossly misleading in representrng the applrcatron of
educational knowledge as a single element in the scheme of things. We. all know that the
users of educatronal knowledge are a broad and diverse group. They have been ‘described as
“the deep, vertit:al audience for educational information” (Paislgy, 1969). Administrators at
the federal, state county and local levels, consul ts, topic and technology specialists,
teachers parents, and even at times students themselves are all members of this extensive
audience through which educatlonal ideas and practices must filter down. Although few
valid generalizations can be drawn about thése people, perhaps they can be characterized
fairly as havmg little or no apprecratron for the congerns and orientation of those
responsible for the creation af knowledge. Their understanding of the procedures,
self-imposed rigor, and motivation of the researchers’ and academrcrans is at best limited. -
Here again we see where the tole of the linker, in not only communrcatrng to this deep and
heterogeneous audrenceul;;;t},lse;m overcoming the inherent apathy to educatiorial research,
is an essential one in maintaining the flow of information.

The obvious question is how the linker can even begin to reach the huge audience
just described. He has ‘several channels from whrch to choose. There are the periodicals
Pprimarily aimed at. specrahzed audrences—admrmstrators teachers, audio-visual specialists
and the like. There are, also the mass media channels which reach the larger audience of

e
. parents coneegned citizens and students There are conferences, conventrons of special

interest groups, drrect mail access to these same groups via their membership lists, and direct
contact by visits to’the schools themsélves. However, extensive studies have shown that
informal, ,mterpersonal channels of communieation are by far the most effective way to
reach an audience. That is, word gets around best when p_LaIe talk to each other. 1t is this
mterpersonal network of communication, therefore, that the linker must seek to activate.

N'Phe use of the media cannot be jgnored, however, for it is an 1mportant element in the

. .

vactrvat'ron process. ‘ . , '

* = Later we will look. fhare clpsely at what research has to say about the functronmgof
this mterpersonal network in the diffusion of mforma,tlon, but now let us mentlon bnefly
just how 1 linker ga1ns ‘@ccelss to the network Certain individuals in the mass audience are .
more activé than othets in introducing new information ipto the network. In differerft
contexts they have been given séveral different labels such as’ mfluentrals early adopters
and opinion leaders. But for our purposes we shall use Kurt Lewm s\‘f*"nn “gatekeepers”
(Lewin, 1947). As _members of our target audience, these people can open the gate and
admit new mfommjon into the audrence S person-to-person commumcatlon network. As we

.
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Iﬁvn& looked. at what really hes behind the srmplrstrc terminal pomts in our first
flow chart, let us now try to portray" more. accurately the redl picture of the educational .
knowledge flow system. We shall concenttate upon the structure of the audience and the
relationships between the linker and the two end points. The source of educational
knowledge will continue fo be portrayed as srmply as possible, recognizing that others have
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. concentfaféd’thelr efforts in.this area (see Pellegrin, 1965) and that the focus of\thrs paper is
on' the linker and how he can funotlon effectively. For this’ purpose we need to concentrate
on the audience with which he-is concerned. Note also in our revised diagram that provision

- has. been made for fWO-way commumcatron ‘or feedback between thedinker and both the
source and the users of knowledge It must be reeegmz/d that effectrve communication

- seldom can'Be cafied on over a one-way.chafinel. .

You yourself ar¢ a linker. Or at least you.probably are familiar wlth the task and.
problems of a linker. &at’does a linker do? The answers. to this question will be as varied
and numerous as the mdrvi’duals answering it: W1tness for example some of the.different -
labels that. have ‘been applied to mdwrduals fillmg what are essentlally hnking roles: )
conveyor, packager, extensxon speclalrst detarl man, ,demonstrator, mformatron retrxeval ‘ -
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specialist, -consultant, and change agent But in the most general tenns as’ we trled/to
emphasize m Figure 1, the linker’ s role is a relatrvely clear cut one..His function is sxmply_
the gathenng, processmg, and distribution of educational knowledge That is not to say that .
s job is an easy ‘one; rather it jsd demandmg task requiring ‘specialties that are not yet " R
completely understood, and the position is one whrch has not yet ’oeen recogmze(ffor its ,

° full unportance nor accorded its deserved status. . Lo °5'

N e i - ' '

. i ) Inherent Difficulties in the Role ot
Havelock has 1dent1fied two majoréproblems awhich the knowledge lrnker constantly
- faces (Havelock, 1967). He calls them overjoad and marginglity. Overload is the greatwork ",
demand m@de upon the linker i in"each of his functrons Havelock identifies three ‘types o‘f\ . _
overload problems: number, complexity,. and drfﬁculty In retriéval, the bpdy of ' e
educational knowledge is massive, often hrghly techmcal even inaccessible. If the scope of
‘ the mformatron gathermg has not stoppéd ‘the linker, then he faces the jOb of processing
that which he has retrieved. Here" agam there is a wealth of ‘material to be sorted through,
. and a translatron from the hrghly technical jargon- of the researcher to language
\ .understandable to the practitigner. In dissemipatipn the audrence is huge, its demands are ]
diverse’and complex, and—finally—it is just plain hard to reach . :
. - Marginality presents a conplgtely different set of drfficultres It refers to the linker’s
posrtron as a go-between. He is not an initial source of knowledge, nor ishe a member pf the
clieppt commumty who\apply the knowledge to the ongoing educational process. There are
partial exceptions to this type of uncommitted middleman; thete are those who belong to ‘
one camp and try to carry on direct communication with the other. Their situation usually .
hinders their functioning as_ researchers' or teachers and really doesn’t increase -their
effectrveﬁess as linkers. While- margmalrty‘ is inherent in the role of the linker, it can be R
construed as an. advantage as well asa drsadvantage The impartial, no-axe-to-gnnd”
middleman is able to maintain a certain trustworthmess and credibility attamable by noone R
else. . ) : . -~ .
o Marginality .is hopefully'Just a temporary problem for linkers. Anyone who assumes i‘,

k,

N

a new role in‘an mstrtutron must fi ght an, uphill battle against susprclon among othet « - 7 "

members of that institution who, have not yet accepted ‘the need for the new role..As time : ..

passes, ‘however, the function of* the role, its usefulness and 'its legitimacy becOme . w
" established,,and regarrlless of its marginality, some of the problems that went hand-m‘hand ‘ L

N . with getting the role establrshed disappears. - B oo
- e To Havelock’s two’ problems 1 would\_gd»only one other element which - seems . &
plrcrt throughout his discussion: The entire concept of a linker suffers from a lack of +

recogmzed pfecedence for such a person. Information storage, retrieval and exchangeras a :
% science and legitimate, academrc pursuit is only a recent development. Lrbranans, referehce . R
. librariahs especially,have never been recognized for what.they truly are, linkers between’ the “ .
’ -vast storehouse of knowledge on therr shelves and the cofnmunity at’ large HOWever the ‘ e -
efforts of hbrar‘ians represent only a small portron of ‘the role. envrsroned for lmkers in the o

educatronal knowledge flow system Libraries ‘collect mformatron, but really go- little-

- further. No collatmg, packagrng, or processmg of mformatron takes place A‘ﬁd although rt is
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unfair to say that libraries ‘never disseminate infom'fatien, it is true that any information
exchange that occuks is information sought rather than information given. Seldom do
libraries attempt to reach out to members of the commu% and say “Here is some material
that we think might be useful to you.” Rathér they rely on audience initiative to start any
information exchange. That situation is a far cry frgm what is envisioned for educatlonal
linkers. . S
Numerous dlsc1plmes offer suggestlons as to how this more dynamlc type, of imker
might best operate. The new 1nformat10n sciences, psychology, rural soc1ology,
communication - research marketing and others all bear in .one way or another on the
probleéms facing the linker. The lack, of precedent for the linker really means that no one has
ever attempted to pull together the relevant materials from all these areas and shoy their |
applicability. No schools offer training in how to be a linker, but an analogous precedent to
yhat is envisioned in the educational Rnowledge flow system is the Agricultural Extensxon
" Service in"the Department of Agnculture The role of the agricultural county agent is well -
known, but even here the technigues are not wholly transferable. What is obvious, however,
is that educatxonal linking cannot possibly,be done by individuals alone, but. requ1res the
resources and legitimacy of-a rather comprehensive orgamzatnon

[y
s

: ' Advaritages of Permanent Linking Institutions v
. )

An m%tltution constntuted solely to link sources of educatlonal knowledge with
potential users is a giant step toward the ideal type of educaticnal knowledge flow' system
we envision. First of all, institutionalizing this role helps to overcome some of the p:oblems
outlmed above. The overworked linker becomes the overworked lmkmg mstltutlon—-}lot a
perfect solution, but perhaps an unprovement The lonely, unrecognized linker be$1egcd by
Havelock’s’ prqg,lem of marginality now is joined by a group of colleagues in a marg;nal
unrecogmzed linking- institution. Again, there is an 1mprovement for mdwxdual mental-
heaith anyway. Most of you recognize the problems . Tcited above; and as members of -
‘permanent linking mstlfutlons you know that simply bandmg together is not a panacea
However, estabhshmg ongaing projects designed to' sérve as finks between the sources.and
users of educational knowledge does have several advantages. .

.Havelock talks about the securzty an’institution offers the mdmdual (Havelock,
1967): Tﬁxs is primarily an economic consideration and results from the permanence of the
institution. The indjvidual knows Where he will be working tomorrow and is assured of a
position in .an identifiable orgamzatlon rather “than feelmg«uthat 'he is free floating in
ambiguous nothingness between the resource system and chent system., . .

‘.Another advantage is the identity an mstxtutnon offers the individual. Picking up.
where security leaves off, the legltimxzmg function of a permanent institution fiot only
makes the . individual feel te 'is domg somethmg m’portant and worthwhlle but it also
compels others to begin to thmk the same way. Here margmahty begms to dxmlmsh because

** althcugh the linker is still ~ne1ther fish nor fowl as far as the- tradltlonal resourcc and

. apphcatnon systems of education are .concerned, he is workmg for a duly constituted,
functlomng orgamzatlon whnch it w1ll be assumed, must have a worthwhxle purpose for
ex15tmg . . . o ‘ . .-

L4
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Frnally,, a lmkmg mstrtutron permits the coordination of the mulfiple functions
‘required of a link in the flow of knowledge chain. This would seem a good time to examine .
more closely exactly what the functions of such a link must be. What we earlier labeled the .
coIlectronv; processihg, and dqssemmatron of educatronal knowledge, Havelock refers t&M
the input, throughput, and output of a permanent hnkmg institution (Havelock 1967)
facility to coordinate the separate activities in an institution is certainly a posmve stép)';“@‘t
toward redugmg the tremendous workload borne by an mdrvrdual linker as discussed earher.
And moré 1mportantly, perhaps, it permits the speczaltzatton by individuals in one area or
another of the entrre linking task. Input is }mmanly a librarian’s job, collecting and

a catalogurng, although the task requires knowledge’ of audience desires,and of the. capabrlmes

“"of the resource system to answer theém. For the remaining two functrons, it is more difficult
to cite analogous operatrons in other areas. The output or drssemmatron of information
. "bbviously requires extensrve familiarity y with the audience. Since we are prlmarrly concerned
with communication via tht prifit channel—papers, journals, direct mail, etc.=the activities
of the county agent of the Agricultural Extension Service dre not very relevant and perhaps
the ,,Q,]obs of membership secretaries of newsletter ed;tors in large specral.-lnterest
organizations are moré paralltel. The.dissemination of.knowledge requires knowing.about the
process of adoptron ‘of a new idea or product, as well as a never-ending search for potential
. members of the target audience and the gatekeepers therein. r .

The throu%ut or processmg of education information is perhaps the most ..
challengrng of the%hrée functrons, if for no other reason than that it'is the one about which
we know the least The information processor must be farhiliar with the desires,
pe nalities, and day-to-day considerations of hi§ intended audience. He must be familiar

with the resource system of educational knowledge so as to know where to turn in pulhng
together the necessary elements for a_ contprehenSrve treatment of a topic, He also must
know the prmclples of attitude change, packaging, consumer motivation, and all of the
variou$ factors that go together in making a message mgximally efﬁcrent in reaching and
haan the- mtended effect upon its audrence. §

[N
\

« . Ideal Functlonmg of a Lmkrng Instifution

-
Hid

An educatrona'l linking institution ought to: B =
1) anticipate or sense an area of concern among members
“of its target audience, - :
2) turn to the resource system and gather all the avarlable
mermatron oh that subject,.

3) select only the most salient eleménts, summarizing
" and drawing conclusions; -, -, .
4) present this, exhaustrve revxew of the literature in an
- easily readabIe and- drgestrble fofm, and
5) ,drssemmate the documentaeffectlvely, reaching the
most mfluentral members of the audknce‘ wluch is in
need of the mformatron. b
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- Obviously there aﬁ several subspecra}tres rnvolVed in this entire task, from the reference . )
librarian through’the copywrnter through the layout and typography specialist to the keeper
of the mailing list. A permanent linking institution established for the purpose of aiding in
. this type of educatronal information flow is a far cry from the single mdmdual trying to

_ carry on the same task.
= An added feature of the’ second unformatnon flow chart is the _capacity of the,
channels between the lmker ‘and the resource and user systems, to carry two-way

# ) commumcatlon This retum communication const1tutes what _is. commorﬂy?f?rﬁd to as o L

feedback,: giving, information about how initial messages are being rece1ved A laugh from
"> your audierice after you tell a joke tells you that they “got” the joke. Sumlarly, reactions w
. from the client system fell the linker what is ‘good and what is not so good about the papers \

“he is disseminating, However, in gther than face-to-face. %uatrons feedhack is not readily
forthcoming; it must be actively sought Industries exist purely for this purpose, such as.the
televrsron rating services. Herein lies a function of the litker's role that has not been - _
discussed much. It falls to the :linker to act as a .catalyst to thé entire flow of
. communication.. Researchers and academicians must “*publish or perish,” but:what they
publish is of little use to potential usérs in its traditional format. On the other hand, .
teachers, admmnstrators and parents sporadically seek out the latest information on a topic '
of current interest only to encounter a frustrating and often fruitless experience. The linker ~ ‘ .
not only bndges the 'gap between these two systems, but also can initiate appropriate’
communication to see that a maxrmally efficient mterchange of mformatxon occurs, .

——t v *

: . Tomorrow’s Linker. : o
: The linker must go to his audience in the uler system and discover what sorts of - ** .
information are desired. He then turns to _the resource system4nd lookssto.see if stich
information is available. Oftentrmes it is pot. 'In that case the lirker serves as a go-between in_
a sort of two-step feedback channel’ wherein he provides the researcher with guidance for
" further research ~efforts T 7 of course, is not very. ,n{uch hke the lonely httle lmker~
. portrayed earlier, who recogmzed by no'one. L ~ -
The linking institution of tomorrow is no longerra: singl‘e,mdmdual no longer a 3
salesman with a commercial axe to grind, no-longer a nonentity «in the educational .
o T mformatxon flow system. Educational lmkers are being called upon to. shape.the educational T
. future of this country Why" Because they are real.ly the only ones in position to do it. They
are central to the ﬂow of mformatxon, in tﬁrch with those who need to know and those -
- who can tell themy A linking mstntutron is- ot to be a passive midpoint in the flow-of; .-
: educatnonal knowledge, but’ rather an 4ctive force in sendmg to and seekmgImm, all those ] :
. -others who-make up the educatronal commumty , ‘ ( -

LR M aahemmn t s o . . - P . L,
Vft:\é«: . i . ] s , . % o
et /“ , . The Stages of Adoptron . . N Tl

* . L4 . . (': ARy M :'t

-

. . " You¥as a linker, have seen new- 1deas adopted in the educational context, and -
probably even have partrcxpated in the process yourself But what really goes on? Over the m
last thirty years, research has studied the adoptron of all kinds of new 1deas-—from hybrid L
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seed.corn to birth; control plllS tb driver education courses Evolvrng from this work is the
generally accepted notion that. mdrvrdtals must pass through a series of 1dent1ﬁable stages
‘leading to the adopyon of a new' 1dea The most accepted list.of these stages is presented in

-szfusron of Ininovations (ROgers 1962) They are: . : -

)

1) —Awareness—the individuat ﬁrst learnf of the existence of a new 1dea but really
- ddksr’t know very nlich about it;

2))/12‘erest —he feéels that \the idea_.might Be relevant to him and, seeks to.learn

ore about it; , - ¢ R
3Y Evaluation—the individual applies the rdea to hrs own particular situation and
assesses its, value to him;- . ’ ’ 0t 3 e
_4) Trial-he carries out more active evaluatlon by a “trial run” of ‘this idea on a
small scale; and . !

+ 5) Adoptron—fmally, and only after passing through all the precedrng stagef
! the mdrvrdual adopts the idea and extends the trial to full.and continued °
use.

°

“The linker must reahze the necessrty for all adopters to pass through these stages»before

accepting a new idea, and’the need for different types of support and encouragement for the
mdrvrdual in each of the stages. The exact nature of this support will be discussed shortly,
but first we should consider some of the findings of the researchers involved in the diffusion
of educatlonal innovations. . e ‘ %

2

Barriers to Change in the Amencan School System ' roy

[ o e

. Much of the educational dlfﬁl‘slon research was COnducted by Paul Mort and his

A Y

colleagues at Teachers College Columbia University., Mort conchided that the s’p'read ofa ™~ =

new idea through the American sc'hool systems  takes approxrmately fifty years,
co*‘nsrderabfy longer than through other types of systems in this country (Mert, 1964). There
seem to be three major reasons for the slowness of our schools to change (Car!son 1965).
The first of these is a lack of seducational change agents. “It is suggested that support and _
conceptual help provided by consultants (¢f- the role of the county change agent) may be
essential for adequate development of awareness, interestand later adoption” (Miles, 1964,
p. 652). We ‘certainly wrll not argue against ‘the positiGh that change agents would be
desirable in speeding up the process of adoption of new educational ideas in this country.
lefusron research has repeatedly shown this to be true, and limited efforts in this area by
the New York State ‘Department. of Education prove, its apphcabxhty to- the educational
setting (Ca;:lsor;ﬁl 965). However, we will address ourselves to the qutstion of how the™
educational .linking rnstitutron can . be most effectrve considering the limited

i .person-to-person contact inherent in that role. . - : ’

“The second bdrrier to du@tlonal change is the so-called weak knowledge. base Thls
obviously points to t/b vard the S(enowledge resource system depicted in our Fig. 2¥Its weakness -
is that egucators see it as being inapplicable, incomplete, andixdownnght questionable. -
Pellegrin -cites several obstacles to -sound educatiohal research, including the fact that the

" topics to-be stud1ed -are very complex and difficult to research v ' N
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We have here a vicious c1rcle a) many educators do not con-,
y - ceive of the scientific method’ as being of primary, srgmﬁ-
cance to their*work; b) this state of mind creates an atmo-' ,
sphere in which low priority is given to the conduct or - :
utilization of resedrch; c) because of low evaluation and :
neglect, research continues to be a ‘dubious enterprise; and g
d) because condition (c) exists, condition (a) is perpetuated
‘*»‘2;,,@ - (Pellegrin, 1965, pp. 71-72). . .
. Whrté this weak "knowledge base probably is a factor in the slow drffusron of
. educatrona] 1nnovatrons, it is untealistic to expect every new dnnovation to emerge -
full-blown’ from thé resource system supported by re! arch and ready for use. Indeed such
" is never the case, even in non-educational argas. . - ® oot
.- It must be recognized that no innovation can evet be completely research‘ed fully
developed, or all jts implications realized until it has been tested in the field. As is to be
- expected, many school administrators are not especially - happy to have themselves their
teachers, or their pupils serve as guinea pigs in such research. So while this weak knowledge
base and the factors which perpetuate it continue to be .a problem, ‘there is a possible
* solution. In non-educational fareas, innovations whlch are not yet fully developed or ,
-researched seem o spread mgre’ quickly. It may be that one of the reasons [ﬂr the slow ~
adoption process in the educational setting is the manner in which new ideas are presented
to practrcmg educators Improved linkage between sources of these ideas and the
prospective users may help to remove this barrier: .
"~ “Carlson’s third reason for the slowness of the educatronal system-to adopt changes is.

W e

’ . ?

. the domestication-of the public schools. Domestication refers.to the fact that ouf public . .. -

schools’ do not select their students arid their students do’ not- select vthem. School :*
attendance is, for the most part, legally and geOgraphrcaIly determrned.w It '
‘cdmpetitive element in this srtuatron as far as the school is concerned; it h {
pool of students who have no choice in whether or not they will attend o
“the consequence of domestrcaIrng orgamzatrons as’ far as orgamzatlonal change is v
concerned, is to restrict the need for, and mterest in, change because the énvironment of -

domestrcated orgdnizations in many unportant ‘respects is" more stable than it,is in other * . .,
types of orgamzatrons” t(?a.r.lson ‘1965, p. 7). This is true, but Lmkersemust keep in mrnd .

_that a competxtive situation is nothing more than a state of mind, We din almost assume  °
that there is ani‘innate pursuit of excellence in inost school personnel whrch can be exploited .
» as we seek to furt,her the diffusion of mnovatrons through the educatlonal system. That iIs -

“not to say compctrtron per se is a good thing among our schboIs especially when it develops
‘into a wasteful and’ dysfunctronal rivalry causing. inconsidered adoptrqn'of innovations -

© simply for the sake of adoptmg But articles réachrng an admrnlstrator which tell of new :
practrces recently mstrtuted by school districts’ of comparable size and means to his own
shouldrggmdle a spark of comp/N titiveness and move hlm from awareness+o tﬁe mterest and ™
evaluatro%tages of adoptron
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Channels of Commul%lcatlon in the Adoptlon Process h . «
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. mformatlon and cons1der the channelsi_gf commumcatlon to and through 1t during the
. adoptrog_ process. Nearly three decadés ago rﬁsearchers made the serendrprtous drscovery
that 1deas do not flow directly from the miass media to the mass audrence but from the
media to selected -individuals in the audlence and then -on through the remainder via
interpersonal channels of communication (Lazarsfeld et al.,"1944). ' R .

We should learn a little about these select individuals in the audience who provide
access to mass media messages, and then we can turth our attention to the differing use of
the media in the different stages of adoption. Gatekeepers ‘pérmit messages from the mass
media to enter the mterpersonal channels, the drscussrons of small -groups, in the mass
audienceé. Thesé 1nd1v1duals are the obvious targets of ‘our messages about new ideas in
education, not only bec%use of the access they prov1de but also because research has shown;
that they exert a d1sprop6rt10,nate amount of influence i in the adoption of new ideas.

+ But how do we locate these gatekeepers in our target audience? Three research .
techniques have been used to aceomplish this task-Gatekeeperg have been asked to identify
~ ‘themselves, ‘other members of the group have been asked to identify, them, and.,key

informants have been asked to pomt them out, But. linkers may never have to resort to any

cof these methods. We already-know from a large number ‘of studies what some

Characteristics of gatekeepers are. Knowjng thése charagteristics, you may de able to

identify. the gatekeepers in your target aud}éree rather easrly .

Gatekeepers_are distinguishable ffpm the remainder of the audience in several ways. |
- They use the mass media and other.sources “of information external to the;r own group more
frequently. Thls attribute works in dur favor, for simply by, msertmg a meSsage abqut a new
educational idea into the mass media, we.will begin to reach the’ gatekeepers in our intended
-audience. Another attribute is their cbsmopohteness, thelr general orientation toward -
persons and topics external to their, _ovp group. They aré more likely te attend conventions,
be interested in new things, belong to special orgamzatlons and haye personal contact with
individuals outside their own group. These Gharacterlstlcs which identify indiyiduals as
' gatekeepers simultaheously make theni‘more readrly dccesslble to our messages.
4»Gatekeepers, in order to funct;on as gatekeepers maintain a high level‘of social
participation, within theif group}<too.. Essentially, as frgure 2 shows, ,the gatekeeper *#
. functions véry much like a second linker in the, flow of information system He actively _

“seeks out mforﬁ‘tron and 'then makes it avallable to the rest of the audience. He links thp

linker and the _client system.’ The gatekeeper is also likely to be in a position of slightly

higher status th3h those he inflifences.In some group§ witih which we deal as educational

linkers, there are individuals, who are gatekeepers by dint of thelr jobs, that is, they ﬁll a

position which carries with it a gatekeepirig fuqctron - : -

" Finally, gatekeepers aré characterrzed by their greater innovatjveness. T trait
works in our fayor because, as important target individuals in our airdlence gateke ers are
“more llkely to be teady to accept the new ideas which we seek- to disseminate. In sum,
gatekeepers provide access to oug target audrerme and 1ts channels of int personal
commupnication, while at the same time they are more easrly accessible to us via the mass
media and more hke]y to be receptrve to the new ideas we have ta present.
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Differing Use of the Media Through the Stages in Adoption

. ] a -

Retuming to the stages in the adoption process and the linker behavior appropriate

to each, it appears that the four prehmmary stages in adoption can be categonzed as the
informative stages (awareness and interést) and the evaluatrve stages (evaluatron and trial).

' _All four stages leading to adoption are really mformatrve in a sense, but the

mformatron-seekmg becomes mc:easmgly s{,:lﬁc and personahzed Information gained in
““the first two stages is qurte generaﬁzed it ismore about the innovation itself than about its
particular relevance to the individual. The third and fourth stages, evaluatron and trial, are

“marked by very persorahzed information-seeking as the individual assesses the innovation’s

=

appropnateness to his .own. particular circumstances.
in the informative stages of adoption, biit ate forsaken for more personal and more localized
sources of information in the later evaIuatrve stages. Information-getting satisfactory for the
informative stages can. perhaps only be accomplished using the media—sources of
information external to one’s own group. However, as one moves %n to evaluate the
innovation, the credibility of the communicator becomes more important and the greater
need for a two-way channel makes the unpersonal media inappropriate.

After- the individual has learned enough about the néw idea to warrant further

" evaluation, he finds the mass media unsatrsfactory because he' cannot ask any question$

about- the idea and how it applies-to him. The greater the J;’lSk involved in the adoption of an
mnovatron the more "important the personal sources of communicatipn become (Bauer,

1961). Linkers must keep in mind how people’s needs change as they move through the .

pre-adoption stages. This paper is restricted to the print media, and  those channels can be
effective in-meeting these needs. Boyd and Levy (1967, p. 103) point out tifat the food and
drug compames try to s1mu1ate interpersonal contacts in tieir mass medid advertlsmg by

“using next-door-nelghbor type actors to deliver testimonials. for their products Also, such
" advertising often shows the product in use, whrch’constrtutes a vicarjous trial period for the
" audience. Hopefully the gatekeepers’ and early adopters will supply the , necessary personal

encouragement .sought by later adop‘ters -but the print channel must not be wntten off
completely as a means of providing encouragement for the early adopters. = -
Know. Your Audience! This dictum, basic to all oommumcatnon, caniiot be

. overstréssed. There are three elemegt§ common to every situation ifi which, communication

takes place, the source, theomessag and audience. The commumcg_pr has relative, control

over the first two, the source (himself) and the message. ‘But the audience i lS beyond his -

-

nnmedratefcontrol -

- All too often the audrence is an unknown quantnty in the commumcatlon formula.
As Loige puts it (in Klare and Buck, 1954) “The audiénce- fails to understand the writer
becausé the writer has failed to understand the',audlence ” But it goes beyond just’ sunply
understanding. Schramm (1961) sets f'orth four conditions which must be met m order for
Sic#@ssful communication to occur; The message must, - .

. ~1)° gain the attention of the intended audience; AT

© 2) .usef sngns understandable to this audience,
i
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- Theory and data have led researchers to conclude that the mass medra are used ore
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- ", 3). arouse personahty needs in the audlence anvtqlag'ugges_tb . — -
’ . ways in which these needs can be met, and ' ! . =7
4) make these’ suggestlons appropriate to the group s1tua- ' -,
. " tion the audience fmds itself in when the decision is Ces ’
made to act. * 7| . - T
Each of these condmons requires know{edge of the audnence of the mdlvnduals life styles,

their language skills, their personahtles and their social s1tuatlons The communicator will
t never /achleve complete control over his audience, but sendmg a message to them is an
attempt to gain a certain degree of control. And- gettmg them to, attend ‘o the message
requires knowledge of the audience. -
- . As Klare and Buck put it (l954 p. 14), “It is not surprising that writers often fail to
meet their potential readers, since the basis of their notions abouca.;?e typical reader,’ and . '
about their own readers, is so shaky. The usual basis is hearsay, tered opinions, or just N
simple guesswork.” Such *simple guesswork”” should not be totally discounted. Oftentimes
it is perceptive and accurate. In fact, possessing such emphatic ability may be the mark of a
successful writer. But linkers do not have to, and shouldn’t, tely solely on “seat of the a
pants” intuition in trying to create messages for their audiences. There are other methods, ’
inore objective and retiable, for learning about your audience. 1
U First; it should be- recognized that the deep, verlical audience fof gducatn_)nal -
information is so large and diverse that generalizations about it are close to meaningless. But -
linkers o not usually 'foeus their attentlon upon the huge audlence nearly always they are
mterested in some subpopulatlon and often it is sufficiently homogeneous for meanmgful .

T generalizations toA\be drawn. . a . - R -

L

° . ', . Ask Them About Themselves— . '

/ -

-One easy techmque for learning ‘about your audnenCe is askmg them about
themselves. Many educational linKers have lists of individuals interested in their activities,
and mail questionnaires to such a list can seek information on sex, age, eaucatlon job
function, problem argas, “and degree of soph1stlcatlon al} information needed by linkers’
seeking successful diffusion of new ideas. & ' ol .

~ Another way to learn about your audience is by attending to whatever feedback is
forthcolyng The more feedback the more information to be gained, and so it falls to,the
linker td”encourage feedback. As discussed earlier, one of the linker’s functions should be ] .,
that of a catalyst to the entire information flow proces:. Feedback, as part of this flow, '
should be generated by whatever means pogsible. For the linker this means consfant requests

_ for audience com'lnent the provision of edsy-to-use forms or reply ‘cards for such comment,
Q': and the dissemination of articles and thought-provokmg materials capable of sparking . :
comment.

- Just as importapt as generating feedback is respondmg to any. recelved The best way y
to pesitively sanction those who provide you with feedback is to attend to their commen;s
and reply to their questlons If néthing more, a brief form’ lette; thanking them for therr

. mterest can be sent. Not only will such attention encourage further such behavior on their
- (D;u‘l but it, will also help establish truly two-way channels of commumcatmn e e
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One final conslderatlon here: All linkers have orsat least should haVe some notion .
of what their ideal audience would be like. That is, lxnkers are’ “typically vested with the
respons1b1hty of serving between the knowledge resource’ system™ and some: speclfied
subpopulation of the audience far educational information. Definition of this Subpopulatlon :

~ often is included ih a contract establishing the linking institution. You should critically
assess the audience now being reached. How well does it match up thh‘;he ideal audlence
you are supposed to be serving? ‘ e -
- Such analysrs of course, requires that ﬁ};yu be familiar with your present audience
The above outlined techniques will help accoffiplish that. But now the test: Your present
audience is not perfect. It most likely includes some members who are really not interested
in your service, and omits others who would be interested. How do you go about reducing
the dlscrepancy between the actual and the ideal audience? Such a~task is dot a
one-trme-bnly project; the assessment must be constant. The linker must take 4@33{1%}
scek out members of his env1sloned audience, make ‘them aware of the service he is
perfotming, and add them to > his mallmg list. .

What technlques are approprﬁt‘e-‘ to this task? Semd pan)phlets and brochures to

~ potential audience members gfegnmg theif~ names: from the mailing lists 'relateds -
organizations and the subscription lists of related periodicals. Buy advertlsements in these
same periodicals, or. offer to submit a column of news and notes regardmg your activities for .
publication. Personal appearances by staff mefmbers of your lmklng mstltut;on at meetings
and conventions of related groups will also. help to get the word out, Thesﬁ“"are Just a few
suggestions; the important point is for linkers to recognize. their responsrblllt to identify
and segk' out the audience which ngeds and will make use of their’ servrcesy}Sucha task
réquires knowing your “‘audiences,” both the actpal and the " ideal one you ought to be _ .
reachmg This knowledge is essential to any effective lmkrng act1vrty

. -
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The lmker’s role in the flow of edutational knowledge is an emergmg one whicH will
expand in scope and be‘more clearly defined as it becomes better understood—better under-
stood and-appreciated by the sources of educatiqjial knowledge and by the client communi-- ol
ties, and better understood by linkers themselves. Research and experience will soon have '
much to say abouf the optlmal orgamzatlon and operatlon of educational hnklng institu- }\
tions. But a necessary fir t step for us all is an understandlng of the educatlonaLknowledge
flow system, the adop‘tlon rocess, and the linker’s role therein, With this we can critically
nce and assess our potential contnbutlon wrth aneye toward

o
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_ ' - INFORMATION NETWORKS--AN OVERVIEY .

'y
-~ .

An information network is a dynamig extension of the historically passive
Jibrary service function to include an almost unlimited combination -of
materials, services, and expertise in order to achieve more than any one .
Tibrary or information center could-ever hope to achieve alone. It is
dynamic in that ﬁﬁe network extends jitself into the potential user -
comnunity and responds positively to the inputs yeceiVed from. that
community. - . L e . o o

We dre, today, in the eairly stages of what Marshall McLuhan-and others
have described as an information.explosion. We ourselves feel the ever
increasing pace-of events, the "future shock" so powerfully described by
Alvin Toffler, the insecurity and uncertainty which tod rapid change tends
to, create in us. Knowledge creates questjons more' frequently than answers.
More research is-always recommerfled. ‘As a consequence, scientific and

atechnical publications are currently doubling in number every eight “to_ten

years and, at. the same time, tending towdrd ever-increasing ‘specialization.

.. Hundreds of thousands of technical reports are published each year inm the

United States--there are-over 35,000 technical journals alqne, some 500

. of which have direct relevance for the educator.

People wishing to search and retrieve from-these tremendous data_bases are

forced to master intrinsically difficult classification Systems-=-systems
which are based primarily upon' the data they contain, rather than upon the

particular dctess,needs of the users. At the same time, the need 1is..
“becoming more.keenly felt for more effective ways to disseminate this#

vast stockpile“of ipformation to those-wfto can put it¥o practical use and’
ggin benefits .from the suggestions and thinking it tontains. .

o b w2t [ P « . —
‘Information networks represent a logical begitining of the -tremendous °

-

{

i

a

organizational effort needed td*disseminate_the many existing and yet-to-

be-deyeloped. information. stockpiles. Thé ultimate objective of the -

... 7 network structure is to provide anyone,.anywhere, access to any“materiéT\“\'
- «in any librar¥, archive, or data center through a plannéd, orderly, :

effective . . A fully effective network will not only enhance_the
utilizatien of each infgrmation centgr, but also minimize overlapping
and redurdant functions. Attendant benefits. can be anticipated in bettér
sérvite at @ substantial cqs} redug;ioniuu SR -

G:~S. Simpson, Jr., writing on the.Sgfentific.dnformation System.of _the,
year 2000 A.D. has engaged in some,interesting projections 'of past :
history and*present trends.. ' Simpson sees the world of information
service§~as vastly different in the:yea 2090.A . d

«

o C =

By 1975, Simpson’projects that an &rgahization”w11l haye been establ{shed, .
under§the'auspicestof the United Nations., to coordinaté and integrate
theuquious,extant information systems. sCalling it the World Scientific

Information Center (WSIC), he-seesit composed of, comparator-transiator .

sérvices, master storageé, and master selective dissemination divisions, .
as well as.an administrative bage which coordinates. the entire system.. .
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The sequence of events at WSIC would be activated when:
Any group of ten or more scientzsts agree on a proposed
research program. Using U.N. standardized communication
1anguage and equations, they prepare a siteinct statement |,
.- of _the purposes and objectives. of their program. After
- editing, the local print reader absorbs the content of the
proposal. .The print reader automatically-relays the message’
to the govern1ng Regional Information Center. . Here, -an
initial anid 1imited (single language) .comparison is
. * conducted. When relayed on to the World's Center, the .
<L o mas ter comparator matches-the contents of the new:- proposal ,
. wfth other proposals from any language.

W

{.

I a proposal is unique. . .it is subjected to a second
test. The second fest. . .involves-a statistical matching
of the objectives of the proposal aga1nst the information
a1ready classified and integrated in the-master storage
division: of the Center. . . ' .. .

When a project has been accepted by the Center, 1mp1emented

and completed by the scientists, the report describing the'

e . activity and results is also’ exposed to the print reader.-
As-before;; the print reader relays the report to the .

- World Scientific Information Center via the regional ‘center.
At WSIC, it too is.translated, stored and selectively- .
d1ssem1nated 1n many languages.

’ ”Under th1s totally automated scient1f1c‘?nformat1on system,
theére is no duplication of research. . .no scientifisk can
E make a technological advance without his being known .to all

his contemporar1es w1th1n three m1nutes (Simpson, N.D.)

N

The Structure .of -a natural commun1cat1on network deftned by Jordan Baruch ¢
'(1968) 1s 111ustrated in Fiqure 1 -

a . °
o . - 3
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" Simpson indicates that a number of socio-éé%hbmid changes will result )
from thé above system. ' Advertising will be outlawed in 1990; professional -
. congresses and symposia e]mﬁnatggwby 1993; the printing, publishing,. and- B
- paper industries reduced in sizé3%:and the staff of the world postal system. ‘
.o reduced.” . R N
This. network és simply a p%étorié]-ﬂxpressipn"éf various desires and . ’ ‘
resources. For example, Center 1 might need books which 3 and 4 have "- *
"o and interesting or wanted .instructional programs available at 2 and 3. B ;
. * Center’ 1, likewise, has resource books, reports, or other information S
= nheeded by Center .4 and some instructional program-data needed’by 3. The: -
Dl figure ‘does not express any connections, paths, or the actual flow of IRy
© . =~. such resourcés. The arrows between the nodes are merely -visual represen- d
tations of the desired flow direction. - - . o -
The physical network is a structure or combination of parts.capable of o
moving a--Subset of the resources from one center to any other. A truck” | v
making thg trip to transfer books, for example, would be part of the ‘
physical network. The actual configuratton of any network .now in operation
is dictated ¥argely by history, rather ‘than by cost-benefit analysis,
. time of ‘response required, material-or medium. to be carried, or other
s , simi!iar sxstem\desjgn considerationsJ T . :

. Tt will be ho surprise to,Tearn that .even combinations of networks may:. "
assume any one of several structural configurations (Duggan, 1969). - Such’ . hy
configurations specify the comunication channels and pattérns of message K

Flow witigia it. A non-directed configuration of communication is ... - - L
represent®® if each center can communicate -directly with every other .. + el
center, A total ‘of fifteen Tinks among the six nodes is represented in - - # T
Figure 2. - T _ , :
ot * - ) S
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L Figure 3 illustrates a different configuration--the directed configuration.
.~ Here, the six nodes are interconnected via a C#RY switching center.
* ) - L . ,v".-—vn--““ kT ¢ ) '(A T
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4 $ . ~‘~\“s pﬂ”’.‘ ’
' - e
S ‘ - Fig. 3 Directed Network
v . o s é ro S >
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Only six channel links are .required. Should & non-directed network (as
' in Figure 2) desire to interface with a specialized center, such as,the .
Library of Congress or.a special bibTiographic or search center, a. total- -
_ of twenty~one channels would be required (Figure 4); whereas, a directed -
. network (Figure 3) could interface with a specialized. center via only.
M . ) W' . £ ‘ v
~, A
’ hel . |
» . . - . - LV, . . . .
~3 ' ] -
o , Fig. 4 Non-Directed Network SO Do
e . Y. " 2 Including Specialized Center - .~ , y
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. \and deve1opment act1v1t1es for whach federa] du11ars hdve been expen

2 “
- .

seven channels (Figure 5). The savings 1n communication requirements is &
a]most self-evident. As networks deve]pp, then there will be a need for .

/ Q
. .. o~
Fig. 5. \Dlrected Network, Including
. Specialized Center "
tying together two area networks dnto a larger unit. The result may
‘ some day resemble something like Simpson's WSIC.. =« -
—— . . - ‘w._,) . B
! . The federal governmment is now expressing increased interest in the' " -
P . development of information networks.’ Ihe 1ate President John F. Kennedy
v stated Ep the early sixties: ' ‘ .
/ ”“"One of the maJor opportunltles for enhanC1ng ‘the’ effective- -
ness of our national scientific and technical effort and’ :
X the efficiency of the Government management ofsgresearch. and <
) ‘ development lies in the "improvement of our ability to .?“»‘
. -, comnunicate information about current research efforts- and .
: J o, the results of past efforts.. Strong science and technology ’ -
. is a national necessity and adequate communication: is a . *

. prerequ1s1te for s¥rong stience and techno1ogy " (Knox, ¥

" There are a]so sound economic reasons for federa] interes éand invo1vement..

the federal government underwrites about two-thirds of  the' ‘national :

researc and deVe1opment program. Dissemination is to their, as well’as ﬁﬂl‘ )

any, consumer's_advantage, because it adds V1s1b1}1ty to the basic nj;ﬁarch
d

Ex1st1ng techno1ogy can now aqcommodate.rout1ne,needs ‘of rnformation-
handling. The hardware, in fact, presently exceeds our present ab111ty
and confidence to activate it and make.its appllcationeto information-. -
handling most’ useful. This is. not- to*say'that software and ,personnel , |
capable of harnessing this tremendous poténtial~are not, ¥, will ot >
shortly, be avajlable, The advent of larger and more. comp ex 1nformatipn \

- networks capabJe of* greater ut111ty is' close upon us. Some are. now in
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devel®pment. -+ . ) f B '
‘ * The ERIC {Educational. Resources Information' Center) system is currently .
o - ° - themain focus of interest for’ the U..S. Office of Education's (USOE) ~ .-
Bureau of Research- and its National Center for Educational Communication.- .
ERIC represents the major federal effort to disseminate information to
. . . the educatioqg] communi ty. . - .

. - Jhe potential for increased\¥edera1 support of develdping systems seems’ K\J
good, too. "In time, the prédominate sharevof the dissemination dollars “
, of. the Office of Education will no doubt go: to the support of services
that conpect with the” user and help him apply informatign for increasing | .
the effectiveness of educational programs." = (Burchinal, 1970, p. 275) -f .

" In 1969, a three-state'pil6t project wal approved to launch dissemination
programs in Oregon, Utah, and South Carolina. Today, programs fox.state-
wide -educational information networks are starting up in six more states

. and in four large regions of other states. The newly organized Mational .
' Center for Educatibnal Communication in USOE is the funding source for

these projects. Its’director, Dr. Lee G. Burchinal, has stated:

A

)

) . The -theory’, practices, -and delivery systems developed for - R
- .. science and technology can work just as well for -educators. . .+ - °
' « this is where the USOE comes in3 resources from the Office S
> : o;gggycation;can‘provide help for developing and strengthen- G
' ingexisting communication channels and for-assisting groups
* - Io take advantage of recent advances in information systems.-
' The .0ffice of Education is attempting to develop communicatian
- ' ..resources that no.single. educationak organization. or even
*any combination of them'.could underigkg?and to provide - -

- r ' assistance for helping to 1{nk sepgrate resources. -(1968) -

» Two excellent examples of emerging networks may be found in Iowa and
~.. . Califorpia. Theoretically, both-of these networks are directive in nature;~
- . ) . however, gheir-individual set}ings.and needs create, two very different
s systems operationally. e ‘

n

-

P PR ~ . . . . - . R [ B - . .- "
Y The Iowa network, when aqperational, will be developed around 12 of 16 ° :
~ .- regional centers.which now serve joint county school systems as intermediate i
resource units funded under Title III, ESEA: They have.replaced the
separate county school in providing instructipnal, mediaj-and related.s .
. tlassroom-connected services. These cénters serve#]07 local school
districts with public school (K-12) enrollments of 230,000 students in
. a land area of about 9,000 square miles. :
¢ Y ® - . T w .
*-The twelve centers will be the'operational heart of the system. All are
connected by phone, special van/delivery routes, and/or overnight mail
. » vs=wservice to the schoolS in each area. .They are almost ideal: prototypes
.. . for the concept of Jocally based "ope stop™ or "drive-in" information.
e ~centers. v TS L '
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' This- system 'fnight be .described. visually (Figure 6) as a number of independent * .
. Nodes .informally linked to one another, with each operating as a directive |, - .
© . network within its own designated service area. : A .
. ) \
, " Formal .iinkage/conmupicationa'chanr'ge‘lé°a s T
: o v e e Informal ‘iinkage/comhqnicaﬁon channels s . :
/04 . \ N R . \ : . . \‘Uf R . ) v
’ ; Fig.' 6 & ‘ vl T ,,,‘
- i . Lo . . " '4, ‘ > . [ v :’“w-‘:'
. : - _— . o § - R
The emerging California nétwork, on the other hand, will operate through ' .
) ' a central sourte, the San Mateo Bay Area Infovmatfon Center (BAIC) ®which v
e will be supported inits functions by nine satellite centers, as. depitted
. in Figure 7. ' S _ .
» ' ’ - N . . ,\‘ ‘o~ . .
| ]
N ‘45*-“9}'..:
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What distinguishes the Ca11forn1a from the Iowa network is its cent 1-
source center, wh1g@ provides a unifying force for. the network as a w o]e.
Such a system coul potentially. provide greater overa]] ef?ic1ency in
terms of cost effect1veness and search tapab111t1es i
T e )

BAIC will take the 1ead in preparing for and managing an on-line retr1eva1

afserv1ce This service is a natural extension. of both BAIC's existing

) manua11y oriented search services and its clrrent use of computer services
. for storage, collection, retrieval, and catalogue printouts of BAIC-
collected fugitive.materials and proaects With_the expansion and .-
decentra11zat1on of services that will result from the proposed statewide
p]an, it is partlcular1y essential that rapid search service be provided
in a cost-effective manner, to preclude the necessity’ for multiple

~ acquisition and installation of the very same files. On-line servicecan
‘meet th{s requirement. Although BAIC, as part of the exggn51on and
expans1 of its own model operations, will be the primary user of the
service, substantial use from the other agencies part1c1pat1hg 1n the’
system 1s anticipated.

]

-In’ this major respect, the California system has advantages ‘that tend to
-outweigh those of the Lowa system as it is presently conceived.« The , *
centralization of the retrieval source makes possible effective utilizdtion
__of advanced technology unfeasible for a dece tnjlgzed system, such-as. the .
one planned for Iowa. En this sense, the TTfornla system is addréssing
. jtself to the realities ofwthe—technoTog1 al age "ahd s attempt1n9 to -
- optimize the potent1a1 app11cat10n of 1nfonnat10n systems in the educational

e

, community. !
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- . Session No. 1 T : -

. » ~

* . . v )
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« 13 - - » . . [ ’ . . °* .
p - .
% s * . . ¢t
% ~ . * y
M ’ ‘ »
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» M d
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. ~ -
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. /-j — : o - ) . ' oo s o
Time: 180 minutes S N ‘ s T
. . . - . ; ' ;('7/ . o‘ S - -
Materials Needed:. L A ¢ o cLt T o
Qarouse] Slide Tray: "The Emergu]g' éo]e of ‘the Educatmna] . ' e gm%;c
. Information Consultant" ™ o S
.+ Cass&tte A (Side. 1):" "The Emerging Ro]e of the Educatmna]‘ : A
‘ L Informatmn Consultant" = - o N
B Equ1pment Needed S e ' . e ? ' N ‘
S Carousel Shde Proaec:cor«t ) s ' . b
Cassette Recorder J furnished byflocal informatioh center -
(' ‘;‘6?-~ : _ - [y . - . F) ' .
SN eov ; Act1vﬁ1es . L e y ~

-

= —— »
L Steg One (?@d in. ) V1ew and then discuss slide-tape grésentationy, "The
* Emerging Role of the: EIC 7 E ' '

[y <

0 ’ ) -8 -2 B '
‘WMO m D1scuss the read SRR

¢° T

‘ qs and ‘the mater1a1 acovered in™the
' Indw’iﬂua]“ﬂe’t ty Gu1de R R g

4.l g - :
‘ Sor&questmns \g:mch be of ass1 tpgge in furthemng your dlscussion )
8 . . 1nc1ud¢ jm SI}, % . .

.: N 2 ?, N
. (V é\ } T N . T
L .

What 1,8 ‘the f‘gnctwrzhof g network%n’ pelatzon to the EIC rale? s i

. o /.e,rw_ . " .

! Can you defz‘ne the senvwe {’o.le of‘ the 'mf‘oz’matwn centey within’ C
the educational framewozak? éc" ’ ER SR S - .

v, - . What are some of the per ozgzl attmbu;es and teahmcal skills . ™
o . -1 nt to the ef‘f‘ectuge f‘u[f'z,llment of. the i'mkez’ 8 role? R
- H‘ N k- ) - . B . .
< -Step‘Three ;30~m1n.). Comp]ete Performanee Eva]uatmn. T e oo
. . ' ‘ - o . . ; ; . "

N Step Four (80 min.): Tqur the \1%3&1‘0:1 centy'e‘r_. LT o
- v - . : — - 2 , . k _ ’ : " . ﬁ —?{:; — - :‘
S, - ‘. . Performan e&Eva'm,ati’c’m (8) -, *° S e
P 4 <. = - R T & : T R G "’:;
L . For the purpo§e of providing personal feedback and some reinforcgmeﬁt on . .ot
D i ‘the materials covered‘ thus~far, ‘answey ‘the foﬂowmg quéstions based upon \ o
. . .;.,:?63- e i?‘:.‘ .,‘ é P@- . . ) . ‘—‘ . .- ;}‘ .. ’;
° . ‘ ). § ‘7‘\«. ‘ . - , & ‘.;g’:e
- (continued) - .~ . - . .
| A TR = R
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your readmgs and tHe aud1 ovisual presentatwn. "Mail your wrdtten .. -
responSes in the enclesed envelope. - - RS ’ ‘ ,

- '
AR B what are the' f1ve major EIC processes?q L . . ) -
o. ot
, 2.. Define:in a br1ef paragraph ‘the emerging ro]e of the EIC..
N ¢t 3. What are at 1east three poss1b1e b\ackgrounds from wh1ch an E1/ T
- might come? - . . . . :
- \,\ ! . .
. 4. Where (in what 1ocat1ons) m1ght an EIC fu]ﬁﬂ the functwns <,
- of h1s roie? _ . . : . -
‘ 5. What are some of the tasks and prob]emsa‘*»of the knowledge 11nkers? - SRR
e . ) .
+ ’ * ) - i a /! '
. - - - o ‘. . ‘J 2
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oot MODULE: SIMULATION OF THE EIC ROLE.-
* E‘fm . . ‘ . X =, R ., . -
‘ “pefinition [ Lo o - R R W
— The simulation’ of the EIC vole is an interactive instructional "sequence .
_;based-on pre-structured individual, group,.and obsgf‘Vatgfgnal activities ST
N +# which illustrate the major EIC processes of negotiation; vetrieval, ", ., . °
~ - transformation, cqninunicgtion,'and evana,tion‘. THe experience_is désigned-.
«divectly -or indirectly in a complete "walk-,

 “to invdlve the trainee either: jrectly’in a .
d in réceiving,) processing, fulfilling and - . .

through" of the steps involve € {
. evaluating a client's request for. information on 2 given-problem. . - -
. Obg'éctives \ . i o Tels B R AR
’ s . . < - S B IR
,- The following instructional objectives. specify. 4ntended knowledge and " o

—
'
N £

’ \ skill outcomes for ’l':his:‘modme_.‘ When you complete it, you sh_ou]d be

# . able to:*. - o , ) _ ‘

¥1. Critique an EIC/cﬁieﬁt interview in.order to become tonversant

i . : with th nature of the :gegotiation process. . .
IEER 3 Identify major elerents of the.retrieval, process by paming” y
: ., sources of .educational Rand D information relevant to 2 : R
cee ot given problem. = CT e, * ; S e ,
- ) gl ’ ) . ’ r . . B b : -
3. ' Choosé® appropriate, formats for the transformation of ﬁnfqrma‘t%n‘
o "+ Yo be retugned to‘the clients’ " S LT T
© - " 4. " Critique an EIC presenting ti'angomed)materi,ﬂ to hfréﬁ,e;n‘te.‘- oo
] VoL . ] . f ’ - . 73 T
. ' 5¢ Express an understanding for the value of, evatuation yﬁ{:ﬁin the
.t . context ‘of . the .EIC role. - e T e . C '
T s Descrdbe the sequence and relationship .of the processes ,
: compfisinjg the EIC rote. = . UL e
i . ) ) . , 4— , - . ' .\ . . . ‘\- '4 . B / . . ‘
" 7. Express a wjﬂingneé;\'-to sgrive toward higher,levels of - P
' -0 per’fonnia'n?e n the Knewledge and-skills required to function .. .
3 - . effectively as an Educational Information Consultant. R P
o © - A v s , o S g .
) - 8. ngpr*éss;conmiﬁnent- to the importance of hel ping‘educato?'s,,;improve .
R S~ sportunities to learn by rovi‘ding@eﬂ.—te‘_sted Rrang D infaormation
£L 7 ‘% ~a 3 Lj ‘/ - - . > g - - -
Ll ¢ dnd products. - ST e S
- . N . . ‘1% :
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™mation to,solve a problem, first contacts the EIC. - Fhe EIC, whether s . o

A
£

P
A

b
L

b
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g — -". c “Moqm'e: Simulat;j'on‘ <

%, INDIVIDUAL ACTIVITY GUIDE N N
Preparation for Téam‘Sess"ion”Nq. 2

Y

PS . - . ‘ 3 o

) B . . ¢
- .

- ~

* Material Needed: . - S

A ;Erogess Model of the -Educational Informaﬁan Consultant Role

-~ A " 3.

~ T s N
Preparation ‘

. (]

-
Y . .

Introduction. This module is a self-contained overview of the EIC role, = .
empﬁasizing;.the major processes of the role and the maintenance of a -
performance recbrd, or "Paper Trail," which the EIC amasses in servicing .
a particular client. During thesthree=hour'team session for this module, - N
you will complete exercises geaigned,,to introduce you to each of:the five
processes involved in the ETC role. You will become familiar with what ¢

-

an_EIC does and what he,_L,%' and will become acquainted with forms used by

L]

the EIG/in planning, deve oping, conveying, and evaluating his package. . fotan
. ~ . . . - ‘ - B

- For the ciieht.

“I_n this module, aﬁf’eac.t'i vities take pfa.de within the teanm s'tructgre and- -
thus provide a highly interactive Session.’ In the Team ActivityGuide, .

you will notice thatethe activities are broken into five "elements” N o

v

. whigh are introduced briefly here. -

-

[INDIVIDUAL.ACTIVITY — Review 4 Process Model of the Educational - S .
[ri formation Consultant: Role and the following explanation of it..- Relate : .

the model to the gimulation activities which will. occur during the Team \
Bession ‘No. 2. . L e - '

~ ]

The focal point of the model is the Ljnkage Systemy a network of tocal,
district,: county, regfonal, and/or state educational information disserm- e
. ination services, which connects sources of information with schoot . LT
persannel responsible for classroom™practice. -These sources of informa-

tion are labelled the "Resource System" and the -school personnel, the . ]

"User: System." The agent-who provides.services. at various levels within &
the. Linkage System is the Educatjonal_Ifformation Consultant or EIC. )
. The EIC interacts with<both Resourte and. User Systems. -

In the model, both the Linkage System and‘the EIC are depictedas . -
‘responsive" to.the User System--that is, linkage services.are activated
rimarily-by-requests from clients needing assistance, ‘ Response to a .
¢ consists.’of 3 sequerice of activitiés which the EIC performs. The> .
EIC begins interaction-with the User System whén a client, seeking infor- .

functioning at aw]ocal,.district, coypty, regional, or.state level, . ~ -
“responds" By helping the clienf t0 analyze, assess ,and define. specifi-
cally the problem and corresponding in?opnati'oh need. This process is "~ -.
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labeTled Negotiation.  .» O ;&

L . LY
.

.. , e oo N 4w . - S ) . :
,The next_step , Rétrieval, is a process thréugh which the £IC interacts : el
with the Resource System. After planning a strategy for locating infor- . L,
mation relevant to the glient's problem, the EIC searches.selected ' - \
sources. Once pertinent information is ‘retrieved from ‘these sources, : ‘
- the EIC*then. moves into Step IiI, Transformation. This process is S
. : -irﬁerhha“lfto the- Linkage System. It requires that the EIC screen, . % - ~
org‘a“n*i‘ge, analyze,. and/or synthesize the ifnfonnatiqn.retnieye\d ungil itS R
is in a foxm which is "actionable." "Actionable" means’that the infor-
mation is compiled in‘a format and style appropridte for delivery to the ¢ . .
client so that he can then use the information, with mihimum effort, to .
v ~  ‘'solve his problem. - ~ > .- ’ ’

) 3 '-‘. ‘ . " ", NP B - LS

& - At Step IV, Communication,. the EIC.again interfaces with ‘the User System.

.+ ° TheEIC presents to the client a package of transformed information on =

. the problem:™ Whether verbal or written, communication is the process ’
which makes clear to the client the results of the EIC's 'search. > Commu-
_nication complétes’ the linkage of Resource and User Systems. s

. Evalugtion, Reformulation, and Adjustment, as presented in the model,,

* . are ongoing processes. Evaluation measures effectiveness on thtee —
dimensions: (1) .the individual EIC's performance of each-of the-other: -’
four linkage processes; (2)\ the overall performance of .the EIC role; and
(3) the performance of-the system setting in which the EIC fugctions.

. Evaluation is conducted to deterntine whether the Linkage Systém is.

- successful g, servicing the User Sydtem, in utilizing the Resource Sys tem,
and in. fulfilling the linkage functions. Reformulation and Adjustment. )
_introduce changes,-implied by the findings -of Evaluation, Ja linkage T
_ v process®s, functions, and moded of interaction with Resource and User _ . J
. . Systems. : R : ‘ :

Each major EIC processfidentified in the model-Negotiation, Retrieval, :
Trans formation, Communication, and Evaluation--~ill be the topic of one~ o
of the five elements in the Simulation Module.,, " - - .o

ol . . - . ‘ . .
Element-1: The Negotiation Process N '

-
R —"

) v T~
P —y —ra . .

~ -_”_Que;gnti ation is one of the most crucial processes of the EIC-%r%ale'. During
this process, you discuss and define with the c]iént the nature.and -
.scope of hisproblem. Subsequent handling of the client problem is™ .- '

" . ‘extremély dependent on the adequacy and effectivéness with which you and 2

. the client define the-problem. Without a problem defigjtion, your ability ™ -

’ to proceed successfully through the remaining four, processes can -be
= . ', Significantly hampered. "~ T L IR

. “The EIC Negotiation Thecklist is ‘designed as a guide to the récording of i R
~.  -data needed to search for_and transform~information on the client et
" .. Pproblem. In addition to gathering pertinent data about the clkient . ... -~

a7 - -
s, : . co « *  (continued t
:’_': ‘ . . ) S B . R . .. “ + (\ i 'l N 2 ‘h"
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% to tell the EIC how well he performed his role during the negotiation

eHent. In othersy- it may requiré a great deal of simplifying and
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" himself, the EIC helps the’client to narrow down the problem statement,.
The EIC needs to elicit from the tlient key words or identifiers which

will aid ip retrieving information on the problem. . The EIC Negotiation-
Checklist assists the EIC ‘in accomplishing this procags; b

Al

The Observer Check1i$t, on the other hand,.i$ a rating instrument -designed

“.process. In this module, you will be expected to compiete one QObserver
Checklist- after hearing % taped EIC/client negotiation. Bear in mind that, -
later in the course, during the module on Negotiation,—ydu will be using
this form to rate one another as you role play an EIC. S e L.

P

f 4 . . ) 2!
Element 2:; The Retrieval Process » '
. " . . . \ /*’-’f _ N .
The retrieval process involves ‘developing a segreh strategy:and identi fying,
lTocating, and securing information relevant.to the qlient's request. Use
of the Search Referral Form at an initial Stage in the retrieval-process -
providésT"the EIC.with a Targe number of search alternatives from which to
choose. With this form, the EIC can begin: to plan-his search strategy. ~ .
It will assfist him in identifying potential $ources of information on the ~ 7"

client's prprem. The form is then, a guide for the early stdges of - ‘ '.\'
retrieva]--Pinpointing a number of sources- from which the sefrch may be
l.aunched. ' T

. -,
. ) ‘ ' . -

The selectijpn and planning of an appropriate search strategy for retrieval
is essential. By consgigptious]y developiiig a workable set of searchterms
and a plan .’;for reviewing sources, you will enhance your efforts at retriev-
ing information directly relevant to the client-problem. - o R

Etement 3:, The Transformation Prdcess I .
T, } . . ) T e >
" The pr"imar)j'purpose of transformation is to prepare and Sr’esent retrieved_
_information in Such & way that it satisfies the cWient's need for infor-
. Mation on the problem pegotiated. In some cases, trans forpation may:

‘iHvolve orly a logical rédrdering of matertals for presentation to the,. ~

. "‘_s’i;;g‘;aptind of retrieved documents 1in’order 'to make the information :__ .
readily understandable to the client. The nature and extent. of transfoi-
mation the EIC needs to.do will depend.on’ thé client, the problem, and

. the Fhformation available. . s . :
! | oo ‘ . ’ ' . H
In sétiéfyi?en’g' thE/cl.ient's\request, the EIC must make sure that.the, ~~ \ N
subject matter,-publication dates,. levet of detail, etc., of the selected ’

the client. Your'record of the plan for the client's info mation pa
on a Transformation Checklist can be compared with the cﬁgnt1§ reques t*
as recorded on the EIC Négotiation Checklist. You, as the EIC, cap thus - ¢
assure yourself that: thepackage you are preparing is oriented properly .
land will serve your client .appropariate’ly.l L T i,

o &,“: ) ’ S ! L
. S e kcont inued)

material conform to the needs, purpose, and level of sophis tication g{\ .
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Element 4: The Commuhication Proce$sa
Communi c&tion is %tegra]’ part of‘thé EIC role in that the way in‘which .
you communicate a transformed information package may determine your . -
success:or failure as an EIC.” The ‘communication process involves display-

) ing and cofiveying the results of ‘the search to the client™in a style.

S appropriate for use in finding a solution(s) to the lproblem. . Particularly. - .
' "~ close attention should be paid to the nuanieés of this process. The EIC,™ s
must~be ‘aware of d11 signals, both verbal and nonverbal, given him by ‘ Cr

_ his client. | . ) :

P N ¢ . NY . < : . - ’ o . >

The EIC/Client Communication Checkl ist is.-designed tp help you rate an o
EIC'S performance in -communicating -the retrieved and transformed infor-

“matiomnto a client. - This chécklist consists of questiens which, ..  « . -

. ess'er'}t—i—aa.].‘]y\,\ are guidelines to conducting a constructive analysis and =~ -2 .

evaluation of the EIC performance.as ‘a communiqator.! , :

* TR . [ 5

s

R ’ -
Element 5: The Evaluation Process ° ' . :

‘e N ~

L

) .

- Evaluation provides you with the necessary_information to assess and . ' :
~ improve your performance of the major EIC processes. and th& overall role, )
as well as the effectiveness of the setting within the linkage system in JRTIN
which Yowyyas an EIC, are operating. (Refer to the Process ModeBof the . L
Educational’ Information Consultant Role for display of the lfnkage system.) 3
Evaluation enables-the EIC to reformulate and make a j#stments in the way t
speci fic' processes and/or the overall role are conducted., ~ - -
Data for: this evaluation is derived from two main soUrcés--yourse?f and
,, the client you have served. Forms and checklists deve]l oped and/or used
~ (> 7 during négottation, retrieval, trans formation, and. copmunication on a
3 client, problem provide a written record for self-analysis of perfdrmances
2 Feedback in written form from the client is the other main source of data..
on the effectiveness of your service as an EIC. By synthesizing the .
> information received from these different sources, you can evaluate your'.,.. .° ¢
‘ overall perforgance, and better prepare yourself for the'deci;io%gmakingg"éggr, .
process which.is «a necessary outcome o evaltation. 1. This Jdecis® n-maki;ggé' } AL
Pprocess focuses on the adjustments in’ performdnce yok mdst make to. assyreli-.
‘ ~effectiveness, flexibility, and acceptance of your role as a linkage aggnt~hrg_L_3____ .
serving the client system. ' L .. - -7 .
o N e T T ,
' © .. The following documents mentioned above constitute what might be called
B . " a’"Paper Tra1;1": " . - .

7~
W AP

Ly s

)

’ .
. s . -

ELC Negotiation Checklist . , | S
" Observer: Checklist . = - , S o
Search Referral Form . .- ’ RS
Search Procedure.Form .“ . e B
Trans formation Checklist:  °\ oo
EIC/Client Communication Checklist ~ .

-
E
&
.

Client Feedback Form - + o o N
EIC Self-Evaluation Form "~ ' y ‘ '
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This- "-Papeg Trail" is.dewgloped as you progress from-process to processs
During study of the Evaluation Process in.a later module, the Paper Trail-
you have.accumulated on a real client problem will be used to provide the .-
basis for an evaluation and synthesis of your performance as. an EI C.. .-
Proper maintenance of the Paper Trail throughout all the- processes is . .
thus essential in order to assure effective evaluation of the.EIC role.
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= ) oo T ) Modu]e;' Simulation
. e ,
- " . : . “e -
o ) L TEAM-ACTIVITY GUIDE
R . " Session No. 2 : -
. _//'_“\\ ; .. s
] ® _ - ,
A a - ¢ . ’ o
Jime: 150 minutes . oo
. . - LN / .
-, . Materials Needed: - o '
Observer Checklist - °* : o -
i EIC Negotiation *Checklist (completed on the twelve-month school)
T Segrch Referral I«jom} e - -
Bibliography. of Retrieved Materials.for Twelve-Month’ School
TransformationCheckiist - . . .
EIC/Client Comiwpication Checklist— . . - :
~, -~ Cassette B (Side 1):3 "Simulat‘ion-Negotiatior_l/C‘dmriiunication"
Equipment Needed: JRRN ' s
' ' Cassette ‘Recorder )
o - The contént"for this team activity i_s%aed on"a hypothetical ¢lient .
"« * request for information on h;o.v to implement the, twelye-month school
»  concept at eleméntary grade ‘levels. . L=
- . i .
S Kment 1: The Negotiation Process Time: 35 minutes =
- . M . ~ 4 R ’

e Step One (10 'minutes):‘ Fami/l arize yourselves with both the Observer
Chrecklist angd the partially jcompleted EIC Négotiation Checklist on the
-twelve-month school. A I . . B 4

L 4

. Step Two (10 minutes): ,Play 'Cassette B--"Simulation: Negotiation"
¢ (first seven minutes on Side ‘])“and complete the rest of the EIC
Negotiation Checklist, indiga“ting type of request, statement of proplem,
and search terms, based upon your listening to the taped simulation of

the negotiation process. - ;- . v, R
o . Co S o ~
L, s Ste ree (10 minutes): : Complete the Observer Checklist. Lot
Al eTh. ( fmuS)f:mP_.._, — , .
Step Four *(5 miRutés): Compare and discuss completed Observer Checklists. -
: i
, . Elemen?’ 2. The Retrieval Process .- ) . oTime: 30 minutes .

Ste 0 e (15 mﬁ'nutes‘): Usmg the .EIC Negioti atibn‘dieckiist é’onp]eteﬂ
- -during Element -1, i1l out a Search Referral Form, indicating for. —

*

SO S g S " (continuéd)

.
,
. . . Yoo,
. M -~ A ‘ .
* andy | i ’ : N ) ’ o
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satisfactory answers to these:important qu

Element 4: The Communication Process

L

‘ ¥ N .. - E ] « o ’
* et - ) Cte - - N
. . R
1 + 7 Y
- s ¢
- Y <+ . . 2;
. . . .
i
.

: | _g - :Modu1e:“Simuiat%bn

"« TEAM ACTIVITY GUIDE °

yourse]vés possible sources Gf"infonhatibinonlthé twe]ve;monfh school
concept.” - . - - o ’

Y . ) T e O Th R el i -
Step Two (15 minutes): Lompare individual respenses and.disduss why-sgme_
sources would seem more .appropriate than others, - AN

., [ , ")N“ " T — ¥ )a },‘ - .
Element 3: The Transfoimation Process LT Time Y agsw -

v

ﬁ_’/é,f—Ste ‘One (15 mjnutéEj?w'ReOiew,the Bib]io%yagh¥ of Retrieved Material for
Twe;ve-Month School and select paterials rom the Bibliography which-seem

pertinent to the needs-definéd in the completed EIC Negotiation Checklist.

o~ " 3 .
Step Two (10 minutes): Record your choi ces o;and complete the rest of
t . . : ~ .pp

the_Transformation Checklist. o ( ) . .

Step Three (5 minutes): Compareand d%scuss your completed Transformation -

Checklists. . S 3. N = t

Questions td consider include:s ,

- l“:‘fﬁs . . . . ~ . 3 .‘ :
.." Does the infoima®ion entered on the Thansformation Checklist correspond -,

" . “to the data compiled on the EIC Megotiation CheckTist--pubTication i

dates, subject ‘area, parameters estabjlished, etc.? "

o , . i N . a(«‘{ N
Do the items selected and formats for presenting these items seem appro- =
priate to the needs, purpose, .and Tevel of sophistication of~the client?
In satigfying the client's request, the EIC must have accurate and ' v
stions. Lo
2 . 2, ! ¥

) . )

'

T
1 .

ar -
R XN

',l

The communicatiep process invé]yes conveyilg the results of the search oA
‘to the client ispa styte appropriate for his use in finding,axsolution(g) S
to the problem. In this,element,.you will!listen to a‘tape&'ro1eip1aying o
of 'a telephone commuriication.betweep: n EIC and a client and fill cut an e
EIC/Client_Communication Checklis¥. - N , - :

- Time; 30 minutes, . g

Step One (7 minutes): Play. Tape Cassette B--"Simulation:. Communication"

=

second seven minutes.on Side 1).

D

. ' ‘ L o
Step=Two (10 minutes): Complete an EI /Client Communication Checklist,
based on the recorded EIC/Client communication. ‘ R
- N - R :ﬁ?ﬁr & .

- ) (3

. e | , e * . (continded)
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A ) g ‘ ) 49', . o
Step Three (13 minutes):; Discuss ‘the completed EIC/Client Communication
CheckTist and the communication-process. _ .- :

.
.

" Some suggested questions for discussion include:’ e et

1. Why is’ the manner fn which a transformed package' is _communicated
"+ to-a client of such critical inpoztance‘ to the success of the
~ EIC role? - . ;. T

t
-

N . ‘;ﬁg ,
"~ 2. How could the EIC in the

taped simulatfon improve his comminication”
, Ski]]S? . - o . .

.- -

<«

3

E]er_nent 5:* The Evaluation Process ' Time: 25 minutes

>

Complete the Performance Evaluation as indi cated:

L)

3

“\

T

>

+~ Performance Evaluatior ($) -

N .

> D3 D

In a paragraph or two, evaluate the BIC.role performance as developed in
«this simulation on ;hec@:‘elye-mbnth school problem. This evaluation can |
be based*:*on&qp]gted. ponents of the Paper Trail (includi ng the /
completed Observer Check1ist, EIC Negotiation Checklist, Search Referrat
Form, Trdnsformation CheckTist, and E1C/Client Cormunication CheckTist]),
-your own ‘gbserVations,\?rfTany ”%ther(,so‘urce of . input you may have
available to you. Mail yolr response ingiihe envelope provided.

3




- . : . . Observer Checklist Lo . ‘ 3

For each of the following items, ‘circlé ‘the letter that most nearly corresponds. "
“with.your observation concerning the interactipn between EIC and Client® Be .

Sure to answer each_item. < . ) r ) . ,
. . . . ‘ -
"+ 1. Did-the EIC help the Client . - .’6. Did the EIC ask questions .,
state what his problem was? S which~indicated that he had. ~ = &
.. a clear grasp of what the. ~
a. No, not at all : Client had said? . - . —~ . Lo
b. Yes, helped somewhat . , _ ; I y 7
c. Yes, helped considerably- .a. Rarely - "~ » e
. d. Yés, actively helped .- .= b. Occasionally - - B P *
2. Canngt say *e. N . 7 €+« " Frequently: T ) D ’
“oe . ’ d. Regularly | P :
2. Did the EIC help the Client : - . e. Lan't say ; . o
. clarify what he-needed? ' R sl W p B
- ¢ 7. Did the EIC maKe any effort—% * '+
° a. No, didp't help at all - " to find, out about the Client's - Bl
P obe Yes, vaguely ‘' -¢ - personal'motivation, feelings, -.
c. _Yes, somewhat .or attitudes toward-the problem? -
d. VYes;-a great deal . . SR N
e. Cannot say a. No effort ,
. . b. Little effort '
3. Did the EIC 1isten to the : s c.s Some effort C L 1
Client's problem? I - d. A great deal~of effort. - | ~
B . , ,e. Cannot say ', ) o .
> . Didn't pay attentgon . - " e ‘ - R
.7 b. Listened,.but seemed to- - . g, :pid the EIC indicate through ¢ - .
e be easily distracted . + - ‘hic general demeanor, posture,.
’ . €. Paid close attention ) ) ) or gesturés (§uch as nodding .
- d. Don't kiiow P his heafl, murhuring "uh-huh," =
Lo . . : . -« smiling, etc.) that he was en- : -
N 4. Did‘the EIC communicate to the couraging-the Client to continue N
Client that he .understood the ., toelaborate and. diséuss the
problem? o ) . problem? o . ,
a. Communicated this very well ‘ , ar Not at all,, ~ .. 1 )
b. - Mostly eommunicated-this - . b. Intermittently , .
& Partially communicate this < " c. Frequently oot 5\
d.  Didn't communicate this at al] . .d. Yery frequently . : ,
, € Bon't know _ _ : ' ,:e. Canmnot~say ;" - ', U [ . ' .
’ . :-, ) ) ’\ Lt . N ’ S ) ‘3 Al
5. To what extent did'the questions _ 9. !pid the EIC ask"the/CTien‘t '
_asked by the EIC actually help repetitive questions?
> the Client to clarify his problems?  _ : '
) ' . a. Very frequently
-a. Didn't help at all .+b. Frequently; - o A
o _'b. Helped somewhat - s *.c. Occasionally _ - L
S C. 'gas extremely helpful © 2 d. Rarely - " # 3
d, ¥Couldn't tell : P e. Don't knowd', ) 1 ,
. : ! o © “(over) T
V| ) o ' .. FWLERD 1/72.
i - T .
/ Es -
/ g : : ﬁi




» '*;"*'i ] ‘ ’ ““f”': : "‘- N
~ . 7 i : ;% C :4, ‘ ' Y. J“_
10, During.the, interview, did. 13." 'Did the Client and the EIC
s.. . the EIC restate or paraphrase L agree on .the course of action.
the Client s prob]em correctly?- - ‘to-be. taken (that is, agree
y o . . . on whatcinformation was needed
' a. Comp1ete1y correqt _ ‘ %@ . . and ‘when) -before. terminating .
“ b. Mostly corre\ct,-, s el their “'Interview? S
et c. Partially correct - .
" - do Not at all . C .. Yes S
. - e, Don t remenber - Lo A b: .Partially - -
oL o ~ < c. No: S "
) M. Did the EIC. ask whether the s d Don t remenber
’ - Client was familiar or-hadany - .- ' ‘
<. previous experience with® this s LIf "Partia11y“ or “No,“ exp]ain
L. ST, type. of prob]em? ’ . , Wy .
‘ ' "7 a. YES ’ :? - . ‘ ’ «‘" ~ IS ’ .
) b, Hinted % 16: pid the Client agre%e that. %hhe .
" 2 g . search terms sugges by . the
: e e _d.-~Don’t remember . | “EIC were descriptive of the -
2 pidthe EIChask the C:l'lent what : problem they had discussed?
‘ » assistange, he expecte to get, - "a Np none were descri
. ; : ptive
° from .the, EIC? 2 - bl Yes, agreed some, were -
‘ - a. Yes .. S : . €. Yes, agreed most were
b, No - ~ “ . " d. Yes, agreed all were '*
a ) Don'tfremember>rf - ", , e Don't remember ’
! . g: Yo : P
i " The fo]lnwing—questions concern the Client's reactions to questions asked by

- the EIC. Circle the letter tg
of the 1nteract1on betWeen EI
. “15,"
R the EIC S questmons?

and C]ient

How did the Client, react tﬂ

- Unresponsive © . Y -
. S]igh ly. responsive ‘ )
Respons1Ve '
. Extreme]y responsfye
_pn 't remember o J'

oA

[y g
o0 oo

How well did the C]ient appear '

. 16. s
~to understand -the EIC's questions?

-

a. C1ear1y ’
; ' P b.’ With some understandxng
LE , -C. Vaguely
... =—d. Not at all
e. Cannot say AN

! ~ B i
4 1
N i

PR i . 4

.

1 . i, <.

Comments:

at most nearly cqrresponds with your opinion

(Use other'sidé,_i? necessary.) . .

o N

17, How did the Client appear at '

31 the conc1usion of the interview. -
a, '
Y a.’ Lost ye oo
-qﬂg bs Not fully, satvsfied .
P Satisfied - oo
/o d. Don't remember ?* .
}{ f "3 R .- . ;:J‘ A
Vo !
"\.1’ ’. 7
{ T
.‘.?1: Ty \ % . .1*
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L. - * EIC Negqtiatwn Checkjist - .

h -
- . >
' . ¥ - M

. 2

'l Client: Claude Serok ¢ Date.of Request:' 32 /72
e Position: Ass 't Supt., Instrucmon " Date Needed 310 72“"
S()hdo!/District: mtzmue Unified Sehool Dz,stmct
Address: . 1259 Umamzzcz “avenue - ' ___'Phone: 318-1996

Lt 2; Problem Aréa: Implementing the. tzJeZve—mon*th school concept zn wo e

 of the elementary schools mthzn the digtriet. T )
‘ "Age/Grade Restriction: Grgzdes K-6 . .-
A Other Restriction(s) - o ]

(S s R ~
-3 Purpose of »Request To zdentzfy avazZabZe gources _on the concept
and zmpZemantamon of two- 19-month 8choon in_order that a selected
committee can develop a position paper: for presentation to the school ‘

", board.\ e T L
4. Type of Request . ) Lo ' L .
A A Spec1f1c Reference - [JJ Theory L )
o [ ] MEthOdS g [*J«Résearch and Evaluatfon
[ ] Programs Coet ' [ 10ther (Specify ).
. ] Spec1 al Resources . J
i Bepth of Search:. Jvih__l?evﬂ g Back to 19 _66

owh "

. Additwna] Informat1 ont Wouﬁd like evaZuBtwns of cum»ently
i ope\i"?amonal pz*ogr,ams, if available. e

y -5. Tyﬁe of Materials Requested: Journal artiches, evaZuat'
uZtants » and. other pertinent znformamon Or'gaﬂv,ze matery,
pz*oznde a ZogzcaZ bage for developing.a pdsvbwn paper. '

g .
" * 6. Stdtement of Problem: - ° . ' Tt
vt ii T ! ; B - ’ v 'i
v . s ) \ . - - .
et ; » . ’ , ) H .
. 7. Seérc\ﬁ Terms: -~ .o , i
\- . i. p . N . . ‘( .
' : * 4 R - g
- = ‘ "
. ‘/ R 5 . L \ . . .' . . ' .; .
W o : . : Person taking~cequest: . Melisa Grey °
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FOR TWELVE-MONTH SCHOOt
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Explanation. Th1s b}blmgraphy will be used durmg the Transfomatigq

Element of the.Simiilation Module. Your 1nstructor wi]] provide you with
.. the necessary information for 1ts use. - o
~ ERIC Documentd S T -

E ]

ED 011 688  / ' T
Bauman, W. Scott. ‘THE. FLEXIBIE. SYSTEM, AN ECONOMIC ANALISIS OF
.ADVANATAGES OF THE QUARTERLY CALENDAR IN PUBLIC SCHOOLS. Toledo

-  ‘University, Ohio. qulege of Business Administration. 1966.

ED 033 436 o\ ' ) .
] . THE SCHOOL CA[ENDAR DILEMM--A SOLUTION FOR THE
APPROACHING CRISIS. Oregon University, Eugene. Bureau of Btﬁiness
and’ Economic Reséarch. 1969. \ # . R
. ~N PR
ED 041 382 . . A
Bentley, Ernest ‘L. FOUR-QUARTER SCHOOL YEAR. - RESULTS OF AN EXPLORATORY
STUDY OF THE' FOUR—QUARTER YE.'AR IN METROPOLITAN ATLANTA. 1969.

~

ED 03]301 ) . & ' '
. Florida ‘State University, Tallahassee. )Department Pof Educationa.L D
' Administration Florida State Wiversity, Tallahassee. rnstitute

{
i

"- . OF .)Z’HE' ADOPTION /OF INDIVIDUALLY PRESCRIBED INSTRUCTIONAL SYSTE’MS BY

for, Social Research. AN EXAMINATION OF THE SOCIO-E'CONQMZ'G’ IM’LICATIONS
SCHQOL SYSTEm)

v

FINAL REPORT. « 1969 . s

ED 020 587 “

Thémas, -Geqrge I. EXTENDED SCHOOL YEAR DESIGNS-—-AN INTRODUGTION TO_
NE'P{ PLANS QF SCHOOL ORGANIZATIOR WHICH.CAN RESULT IN F.Z,'NANCML ~
E'C'ONOMZ'E’S AMD PROVIDE MORE EDUCATION FOR ALL PUPILS New York' sf:'it;e

! Edqcation. Department, Albanya 1966. L ‘

. L
-

~ ' ¢ /. . ’ .
ED 020 403. : oo o
Witherspoon, Ralph L. - EFFECT 'OF TRIMESTER SCHQOL OPERATION ON.THE .
ACHIEVEAENT AND ADJUSTMENT OF KINDERGARTEN. AND -FIRST TEROUGH THIRD
* GRADE CHILDREN. FINAL REPOR.Z’. Florida State University, ‘l‘aT.lahassee,
In itute of Human mevelopmént. 1968. s ) oot
o . - { * 5 s - N

.t AN

ED 050 495 ~° - A
McKague, Terence R. and €len H. Penner. RESCHE’DULING THE SCHOOL YEAR:

.’Z’HE’ REPORT" OF p! FE’ASIBILITY STUDY FOR SASKATOON. PUBLIC, SCHOOLS. -

- Saskatoon Public Schidols (Séskatchewan) Saékatchewan Department of

] Eddcation, Regina. 1971. ¢ T R T )

-

. X _
ED048;24 e - ; .
%B James R» and-J~pPatrick Page. FEASIBILITY s'.rupy OF Fm YEAR
LIC SCHOOL OPERATTON (VALLEY VIEW 45-15 CONTINUOUS SCHOOL YEAR
~ PLAN) BY DETATLED ANALYSIS. OF REQUIRED SCHEDULING PLANS AND ACCOMPANYING,
 CONSEQUENCES. FINAL REPORT.. Valley View School District 96, . -
. Lo%l;port,.lllinois. 1970. | A .

k4 .
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. ED 043 937 B . R ,
Suslow, Sidney and M:Lchael J . Riley. YEAR-ROUND OPERATION AT S .
. BERKELEY:- BACKGROUND AND IMPLEMENTATION. University of California, ;
’ Berkeley. Office of Institutional Research. 1968 .
( o A . . o . . . . ;o
ED 013 54 - .
, James W. AN E'C'ONOMETRT C MODEL OF THE C'ALIFORNIA PUBLIC J UNIOR

C'OLLE'GE' OPERATING YEAR-ROUND. C/Jlfornia State Department of oy

AN _ Education, Sacramento. 1967.. .. e 4 TS
. ED. 029 394 ' N | R B

o ' Thomas, George 1I. IT'S TIME TO RESC'HE’DULE ~THE' SC'HOOL JEAR, -1969. ] S
o v« "Tyelvé-Month School Year:- Panel Discussion." COMPACT, October,

)
'

T 1970, pps, 28-30. L ~ Cet
} ) . . "" s ¥ ° - . ¢ , - .
. .. ED 022 252 . f ) .
/‘3 *  Wehmhoefer, Roy A. THE TWELVE MONTH SCHOOL .YE.TA.IZi A STUDY. OF THE B -
% ADVAIVTAGE’S AND DISADVANTAGES OE THE FOUR QUAR.'Z‘E'R SYSTEM. 1968. - .
H - v . . ° . . - . . ’ ‘
) .CIJE Abstracts - . : N _
. - P B . " ’ LT .
:: EJ 030 '620 e * ¢ ' . ) v * °
o v . The Valleéy-View 45-15 Continuous Schopl Year Plan. oy .
T . Beckwith, Robert M., Amer Sch. & Univ : ‘ T .,
T 7 ppl9-28, Nov '70 } : v T .
j ) - ® A comprehensive report of the Valley View, Illinois School .District
" School Year Plan. Background necess:fty@ improved learning opportunities,
. 'vagatiom, scheduling, staff employment and econaniqfs;are disecussed. .
j . .- v Pllew ~
s EJ 0022753 e e , ,
B The Myth_of the Teaching "Profession”. - ’ { ' o, ‘
? Ferguson, Wayne S., Amer- Sch poard: J . e ¢ R -
¢ *>pp25-26, Julyj ¢ . .
2 4, 3 .
i ' A California sthool di;strict supe;intenden?looks at year-round schools . s
j .. .as away of athieving "pz"ofessio;nalism" for teachers. . . L
3 - o K . - ‘ - Ed ." ) :’
. (BT 022-280 ‘ T 5 ‘ '
" e The Extended ‘School-Year: A Status Report. . . I
! -Adams, Velma A. » Sch Management PD. l3-18 : ; ' .
‘—{. ¢ Jun.e 70 o ° - ) 'a -~

Some‘analysis of* the probls goncerning year-round school It was . )
. -

® ifelt that many of the American pedple Would not permit “the idea. .

L - N
° » - -

¥
st e S Bl A - e

“EJ 016 996 - . o , . e
. . Year-Round School ‘ ' R S
’ " . . Scala, Anthony W., NASSP Bul pp79-89 o , .
. - ". Mar '70- ) . . LI .
- A comprehensive discussiqn of four’iv kinds of plans now -existing in New -
.York State.. Extensive analysis iof the extended school year student:s N

i4 ‘ ¢
L
4

calendar. . . . - 1 e
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. EJ 012 686 . ’ T .
V K .. Why One District Rejected Year-Rdund Schools Lt .
Ames, Robert G. X Nation 8 Sch p9%, N FOR ’
Dec '69 . ) ' . - oL .
N < ‘
. A one-page report on what one community (Germantown, Wisc. ) thought Lo o
4 - "in’ extending the, school year.. N . .
’ . e . « " . 3
mooaszs ‘ ’ ot
Year-Round,School: Can Boards Sidestep It Much Longer? R
. , Jensen, George M, ,, Amer Sch Bd J : . .. e M a
- o pp8—12 July- '69 - .. . . ’ Ny
8
i ' A repornt indicating that school boards ¢an no lofiger avoid the issue. q\ S .
- Included are jome graphs on how nine year-round plans in Michigan compare. T
« - Y . L o r
F N » . AN N ’ . ;‘ 4 — ;; : .
. Journa] Artic]es - 9 . . .
0 - ]
Foe Ajg;erican Association of School Administrators Year-Round Schooldl N

i Washington D.C.: the Association, a department of the Nationa £ )
* Education Association, 1960.. 26 pp. (Out of print) Excerpts: Ed¥ation R
Digest 26:8-10; February - 1961, WEA Journal 50: 55-56, May 1961. ‘ g

American School, and University "Newg California Tries Year-Round High = 3

L School: Ided Gaining Pépularity gt College Level." #ne can Schooz »
e and Unwerev,ty 38:80; February 1966. - . - . ,

¥ ' (’ . ’ . Ao

T Boodnie®: Allan. "Edycational Stepchild " Bulletin of the Nationad =

Aeeomatwu ‘of Secandary School Pmmpals 50:54-59;, March 1966: . - o :

. o s - N > '

d R Borels, Wi‘lliam P. and Rgbert C Black:mon "Year-Round School: -Innovation. DR

. ' or Trend?"' Boardmam (Baton Rouge, Loui:siana), Qctober 1967. pp. 2, : C e
5-8," 22-27. , _ o

W - Cay ‘ -

v
o N

. T a -
. Greene Tom. "Georgia S:}%hools ‘Plan 12—Mont_h. Year." E'ducatwn Newe 2:94-. - o
f ) January 8, 1968 "~ e T r '
‘ Holton ‘Samuel M. R ‘é’ditor.? "Extended Sc‘hgol Year.'"" High® SehooZ J'ou:mgl . T
A . 47,224—63 x.ch 1964. (Chapel ’Hill jn&ersity’\of North Carolina
o . " * Press.d’ e oy e ) o . s .
B . > 3 e B ’ - ) - ! N ) ! FTS
.o Hungdte, T. L., and, E. J. M&Grath. A4 New '_Tfmmea'l:er ﬂhree-Year Degr-ee L
Y- Program. New York:. Teachers College, Columbia University, 1963. L R

o Instructor. *"S'oundofi:. Lengthening the School Day Will Increase' Learning « O,
. . EEficlency." Instructor 72:8-93-October 1962. . ' Loy

§ Na«tignal Education Association, Regearch Division.. The Reacheduled oo ¢ :
>~ " School’ Year. Research Summary 1968- 72. Washington, D_C..~ the . , ©r

‘ Association, 1968.‘ 40 PP: & ..

. . . ¢ .
. . L I : 2
L‘--' National School Public Relations Association. "Eight High® Schools in the i B
5 Atlanta; Georgia,®Area will- Begin Year-Round Operations Next September;
¢ © E’ducat‘l,on U.S.A. s November 20 1967. p. 68.vew:
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- Scheal ‘Management .

_ Pilms:

=

National School” Public Relations Association.

"News Front: sAn 1l-Month \
School Year is Recommended in a Four-Year Study by the New York State )
Education,Dep,artment." E’ducat‘bon U.S. A., April 1, 1968.° p: 170, T ;

Rothwell, Angus B. "What is Meant by Extended School Year?" Wiscomsin

Journal of E’ducamon 98:8-9; May 1966.- . \ S

School Management. ""The All—Year School' Time for a New Look?‘ (An . . |
interview with James E. Allen, Jr.) Séhool Managament 10 86—92 146-56;
February 1966. ‘ . _ »

"All-Year High School--Experiment Ends in Fatlure."

SchooZ Management 10:73; November 1966. . \ . Ty

-~
- +

[N

-

Media ‘Matérials : !

University of California Film

"The Twelve Month School and Mathematics,"
Color. 22 minutes.

Library, Berkeley, California.. No. 018-179.°

{

"Evaluating the Year-Round School,' University of California Film 'L_ibrary,
Bérkeley, California. No. 018-185. :B and W. 17 minutes. .

' :
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Client: ~

. Transf

ormiatioh Checklist -

v

: c- Date Information Received:*

< . -

Position: . Date .Package Completed:
School/District: - Date Package 'Needed: C o
Address: ' - . Phone:
1. Deli very Mode: - | e y . .
Telephone - o *_Letter, Memo ___Direct
2. Package Utilization Aids Included: o S, L
List ofContents Instructions for Use - . Other (Specify: )
Description of Contents Suggestions ‘for Review Priorikies . . P :
" 3. Package Contents: . e N ‘ -
’ Item Selected — " JDelivery Form a
Author/ - . e “ Type of N Micro-{Photo~ .|Re-
Source Tit)e . Date I information| - Format Fiche |copy ‘| “9" |1ease-
] . ° - < - T W ‘ » ) o
e s . . & .
b . ' £ ] -
vg/i.~‘
b . \ t
N o e .
L " Vi ‘% ) ;;_ N
. o N
- /’ . - , ‘ B
| o ‘ B ' — / .
. 3 e [ : N ‘
{(‘, * ' ;e \
- - E o . i
! ) v . Package prepared by: - ) 71
0. ~ ‘ R : ¥FULERD 1/72
) ‘~< ] ‘.:‘ Y ‘ . . %‘ F‘é&)‘ -
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4
.y - . JThe EIC/Client Communication Checklist o o
. - Notes on: : . .
: g (EIC"s name) . oo
4 N . o o .. - “\
Instructions. Observing others as they convey information they have: .
gathered wiTl sharpen your owﬁ=communieé§ion skills. “Heightened awareness' -
of how others handle transactions of the type we have been studying will . PR
lead to mote accurate pevception. 6f one's own performance under similar . R "y
+Cirfcupstances. = - . - ‘ ] T J. "
<Familiarize yourself with this form before the EIC and Client begin. : .
Listerf carefully when information is exchanged and also observe the style T Ce
with which the EIC-communicates. Perhaps you™will observe something you- CT
- do nét understand.. Questions about’ techiiques or comments about the prqgress
, Of the interview may occur to you. Jot them down in the space provided:
Do not let this distract you from observing,-howevgr. '
After- the interview is over,-check the one response to each of the
following questions which most closely ‘approximates- your observation of ‘
htw. and what took placeZduring the EIC/Client communjcatjbn interview. ¢ S
During the communication interview, did the EIC. . . ” o . e
1. Attempt to restate the client's ‘4, Suggest ways to use the informatjon? -
problem? - < N TR C 7 -
. o a. Not at all S, T
a: No, not at all. ™ . . b. Only a few -
b. "Yes, made a brief attempt c. Some suggestions' made
« ¢ Yes, restated .. d. Excellent suggestions made, .-
d. Do not know _e. Cannot say ~ T :
. . :' ) 4 o N ,", R -~
2. Make reference to the "contract"? 5. Explain the Timitations of Lo
. < . ) " .. the packet? LY R ' -
- egla No, not at all . . o o - S
" b.lYes briefly, - Ll - a. Gave a complete explanation °
= C. Yes, clearly made reference b. Touched on the subject
—.d. Do not -kriow ", c. Made nd:-mention .
. ‘ ] . “.d. Do not remembeg "
« 3., Explain the organization of the . — . \ Y o
information ih the client's -, ., 6. Explain-howstlient can* obtain o
- 'package™? ©~ . . . - . additional information? ™ .
- R * v.“, . e ‘353% PO . .
. a. fave a good explanation.’ a. . No explanatﬁ%h_maqe
"~ % b. Madg.some: effort to explain . b. Briefly méntioned other )
.. &e, Made no apparent. attempt to” “- .. ° possibilities S DU
T éﬁ%?.exp ain e X TR Explanation of other - .
d. -Cannét say L “ possible, sofirces - - - . s
' e .+ 7= - d.Cagnot say - L
T ’ o Q . i :§ A ‘ o Lo ,
e T o -~ B oo(over) oL
.. FWLERD*/2m - 7 o,
M N o
S m T | B A TR P




Make evaluative judgment(s)
.. about the, quality of this +
specific packet? . .

12°

a. Yes, explicitly
b. Yes, vaguely

. ¢. No, not at all
,d- D1d not notice

state h1s level of competence
to select, make judgments
about re]evance and trans-
form informatidn? )

a. Clearly stated.
b. _Mentioned briefly
¢. ‘No mention made
d. Cannot say:

'4;;¢?’“““ “”@“““Gfi\r additional he]p to .. -

client, . A

L2

““a. No, did not offer -~
b. Mentioned casually ~

‘€. Made a definite offer »
d. Cannot-say - -

‘}«f}gc!uesti'ons'.;ww . L
a. Paid close attention
b. Seemed somewhat distracted
c. Did not pay- attent1on
d. Tannot say .

*

‘ ' v
11.;jReapt positive]y to nonverbal
comMunication from the client?
. a. Had a positive reaction
; b. Hadan occasional
7 *react1on < : .
" c.” ‘Had no reaction whatsoever

Cannp;_say o

¥

Con

d. Cannot say

S U
10., Listen carefully to the client's% s

Did the c]ient.indicate“

Convey the information™in.a

confident and believable
manner?

Yes

Haltingly

No . .. _ . .
Cannot make a judgment

Uct the interview with
ease?:

| as Yes

b, Somewhat nervously
€. No

D1d¥%he extent<an3ﬂfﬁ3£§§pth
of the-search seem ‘consistent
with the client's request?

a. VYes

b. Apparent]y
c. No

d.. Cannet say .

Did the client eipﬁess,
verba]]y, satisfaction w1th,

. the service he. rece1ved?

Yés .’ - ‘
With 'some apparent
reservation v

" No.
Cannot- say-

dissatisfactiong, non-
verba]]y, conceﬁh1ng the, _ .
service he ‘received?
Yes:, strongly indicated °
Apparent d1ssat1sfact10n
No -indication ’
Cannot say. -

(3
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 MODULE: EGOTIATION
& * B

[y . LN ! .
B N NS -

4 -

Process Definition - e, T

, LR . S 2
. "Negotiation is the proaggg of. identifying, analyzing, assessing, and .

defining specifically the problem and attendant information need(s) of @ _
client. This requires that the EIC and client interact to focus and define

the client's problem. The twq may negotiate in person; in writing, or on:
¥ the telephone to reach agreement on a -precise statement of the client's” .

« ®  problem and to record what ;type of information the EIC will secure .and-the
%%ﬁégﬁig\expggt to receive. S Ve L

S

E y/—c .

>

- .

SR Y

Prodéssbjectives. . . T e

-

- The: following instructional objectives specify'intended.know1édge and " . \

' g@g@] outcomes for this module. When you complete it, you should beiﬁple to: 3y

4 i‘r‘}gg- ¢ v . ) - - - : 7

Gr A stjne the process_ of negotiation within the context of the,EIC role. .-

Ckd z% _Exp]ain‘the effect(s) of the negotiation procesé on peﬁ}ormance .~' N

“i.of the EIC roler 7 . : L

3. Ask questiens about a client's problem which elicit information

essential .to a precise formulation of the search request:

4. Guidg face-jo-face {ntéYviews in order to: ~(a) interpret and
. clarify a client's information\negg53 and (b) set prioritiesfamong
them. =~ ' -» Y ’ ! e § ‘
o .

& -

-

5. Listen in-order to comprehend’ fully and objectively what is said- o
.+ in formal and informal interchange with client(s). N

v
\

*6.‘,Cmeunicate oraﬂTyfi? order_to develop rapport-ﬁﬁth-a client dnd
O ) s 2

to transmit information and;%deas»e?feetive1y.=

7. Make genera] inferences as to the client's concerns, motivations; -
+ "and level of expertise in terms of the problem area.” L,

.y
;

/v
*

8- ,ggmpose'preciée writfénihnd;ora]1descriptiéﬁs of a client®s prob]gm

9: Formilaté a satisfactory contract with

a'client for“thé@§érv19ec§§'“
to be provided.’ ST .

4
¢

‘ ‘ \I‘ '-.' . . o . ’v h - . B % .
10.. ‘Recognize Sﬁether‘the‘statémgnt of. & client's problem requires -
further clarification,%analysis, or- redefinition. L

N . i . . . N - . - . ) L. 7 N

11. “Question, discuss, qﬁd:segdre‘re1eyant infonm@éion from~a, cltent * .-
-when there is a need to redefine or résgéfg:the'prohx$m.&‘ S e

- e . g
e PR .
v ° ‘ . ~// .
‘),T'x L Seshher
. Yy )
[ e “: ¥ ot ,‘- . -:- /14
* ot . : 2
N e (v ~
4 .
S ‘\ i ‘.‘ e
0] . N "‘

&

.
P

A




b, o
Module: «Negotiation I° °

¥

INDIVIDUAL ACTI¥ITY GUIDE
) . . -x.e,,;\“?é‘
. Preparation for Team Session No."3"
PR o : .

t

e

\‘__/"

Materials Needed: .- - , : . . ¥

Question-Negotiation and Information Seeking in’ Libraries
. by Robert S. Taylor . ' .
Explanation of the .EIC Negotiation Cheqﬁlist ‘
Reference Sheet: Designing the Negotiation Checklidt”

.Four sample forms: . ‘ . |
Search’ Request’ Form,-San Mateo County Office of Education
“Request for Literature Search, ACCESS Information Center .
Inquiry Form, Michigan-Oﬁ?ByRegional Educational Laboratory
Literature Search, Research and Tnformation Services' for
Education . .- T
. Referen(&a Sheet: Stating & Problem for Negotiation

’

N3

¢
.

. E
Prepq(atqon ®

Lt . v

.-
-

Element 1: Observing-the Nedotiation Process
+ As an EIC, you are likely to, recéive ,and-negotiate client requests for
information in" one of three ways: . (1) face-to-face,"{2) in writing, and
(3) over the telephone. Face-to-face negotiation with a client js |~
probably the most thorough and personalized mode for identifying a -client's g,
problem, and” information need. This mode also involves application of both
verbal and nonverbal communication skills. ,*You will also receive written,
requests from a cljent for information onai problem. . These may be - ... -
submitted in a variety of forms, such as ] tters, memos, etc. To make
. this form of negotiation effective, may want to provide a supply of °
.standardized request/negotiation foymskto potential clients so.that the
client provides all data you need t search farzinformation.on the problem.
The third mode--telephone requests--c&n be ah-éﬁf}t}gnt*and@efﬁgctive wdy
to handle negotiation of a client's problem.  -Succe®t. in-this mode depends:
.heavily on your ‘use of verbal communication skills. Iﬂgijapé’yoﬂ will hear
“during Team-Session'No. 3 is an exampleggifa.telephpne interview between :* & .
an EIC and-a client.- o 4 - o © o i}

- S . :
Questioning is an-essential ski]]tjﬁ/;égotfatioh., It enables you, the EIC,

to identify the real probiem and to'elicit from the client information
aavgpich is fundamental to formulation and diagnosis of thq'problgm.

AbiTity to/§5§hg discussion is a1so needed, gpfprovide structuré for ﬁefining o,
the problem clearly and. to help the client prioritize whit his infornfation '
_heeds are. g .o R

e n o
(a o~ R
. .St
.

5 b ,




Module: Negotiation'I :

el | ._' ik-‘. a
% INDIVIDUAL ACTIVITY GUIDE

Ability to ana]j&é‘the'c1ient~is-idvolved semewhat in negotiation, at_ -
- -least to the extent that you as an EIC can.make inferences as-to the
real: concerns, know]edge and sophistication of the client.
. 'l ] ’ ‘ -
Listening is an essential skill; too. As an EIC, you.must comprehend
fully and clearly what the ‘client reveals about -the -problem and “the
information needed. o ‘
a ) | ‘ o :
Ability to develop rapport with the client is_also important so that the
.. client will have confidence in your integrity, competence, and under-
- 'standing of his needs. ' : - ¢ '

§

e T ND.IVIDUAUZI}\CTIVITY Read: Question-Negotiation and I nformation Sgeking '

' gn Libraries by Robert S. Taylor and the Explanation of the EIC Negotiat
Ehecklist. - . oo . Y '
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‘E1emgnt 2: Negotiating a Client Problem

Even when given the same problem, forms, and instructions, different people-
get different results. The individual's.frame of reference affects his
ynderstanding of the problem. It is therefore important to arrive at’ an
understanding of your client's frame of refegence and to coordinate it with
. your, 'vduring‘thg_negotigtion interview. ’

The g?éich.ierms;5§bmetimes called descriptors or key words, are ‘important -
from your point of view because they help.to guide.your search for infors
mation about the-client's problem. Search terms are keys to the use of

resources in that they relate to subject matter ‘indexes or topics used in-

s

‘card cata1ogs,oERIC, and other specialized resouféé§ﬁr‘,

. : . - i 5 .o
In®a "real" negotiation, you would mosts: kelyqnot discuss search terms
. directly with, your client, but would proMbly develop a mental dist which.
" you verify during. the interview as you converse with your client.. They-
. ﬁepresent a translation of the client's<terminology “into terminology which
can be used- to plan and gquide a search. for -information about the client‘s/u ,
probiem, . : : : S

LY Y Pihd
. .

‘Element 3: DesignﬁngitheﬂNegotiationJCheck]is% v _ K

_your major assignmént - for. this*Course--which requires -
that you fulfill another team member's request.for nformation oh a problem
'of“spécial interest to him or her--is,.to prepare for negotiating your team
member-client's problem, Essential to this preparation is the design of a

form for recording data@gp‘what the'p?ab]e@ is andiwhat infoﬁﬁatiqn is
needed. ~ . & S . N

Theﬂinitja1»step in:

Y
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rIND'IV{LDUAL ACTIVITY GUIDE .

-
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\ o S, ., . -
INDTVIDUAL ACTIVITY: Read the reference sheet, Designing the Negotiation
Checklist, and review the four sample forms. Design a negotiation

-

Checklist or form suitable foe-recarding.. 3, pertaining- to-a cTient's ~
roblem and information“ﬁ?éﬁ;?ag%ié%ﬁi&ﬁg@%ﬁég ,
. ERA ‘
T

L i

& )

Elgment 4: 'Stating a ﬁkob]em for Negotiation ‘ L, ‘.

.

A second component of your major.assignment is the selection of a problem,
and information request for ariother team member to search. ,
that the other team member, and not you, search thg problem because it is
a]simu]ation of a real-1ife, EI-client situation i which you are the.

client. - - .

A

[ENDIVIDUAL ACTIVITY Read- the reference sheet: Gtating=a Problem For

Negotiation. Prépare and br

2y

"

It is important -

.

‘ 'ing two (2) capies of your problem statement
'to TeamgSessidn No. 3.- (It is: important to prepare a problem which relates

team méﬁberfhand]ing your problem someé, experience in using educational

to education since.a major purpose of\ this assignment is* to give the other |

"|information resources.)

i - I O < e
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Quesuon—N egotlatugn and Informatlon
~ Seeking in lerarlesA

~ College and Research Libraries, May 1968

Seekers of ipformation in libraries either go through a librarian inter-
. mediary or Yhey help themselves. When they go through librarians
they-must develop their questzons*thfough four levels of need, referred
. to here as the\visceral, conscious, formalized, and gompromzsad needs.
In his pre-search interview with an mformatzon-seeker the reference
lzb,ranan attempts to' help him arrive at an understanding of his
“compromised” need by determining: (1) the subject of his interest;
(2) his motwatzon,,, (3) his personal characteristics; (4) the relatzonsipp.
of the inquity to file organization; and. (5) anticipated answ . The
author contends that research is weeded into the\t chmques con-

" ducting this negotiation befween the user and the eference l ramm
i © )

N

s

mmatmg exermse to extrapolate from™

_“present technology to describe the li-*,

L brary of the future. However, such exer-
cises have little to say as to how to pro- -

DerBrucK’s PRINCIPLE OF = °
< -a LivaTeD SLOPPINESS ;-

-You should be sloppy enough so that the
.unexpected happens, yet not wo sloppy that-

> a

you cannot ﬁgure out what, happens after it”,

has" happened .—ip Eiduson, Bernice T. Sci- -

- entists: Their Psychologzcal World (1962),
p. 126..

Tr;m MAJOR PROBLEM facing libraries,
and snmllar information systems, i8¢ how

b2

" " .to proceed from “things as they are now
to “things as they may be.” It is an 1Ilu-

Y

Mr. Taylor is Director of the Library at
Hampshire -College, Amherst, Mass. The
work described here. was accomplished at
Lehigh University, whilethe author was. Di-
rector of the Center.for the Information“Sci-
encés, and was supported by grant-from the
Air Force Office of Aerospace Research, AF-
. AFOSR-724-66. This- paper is a summary
of a report of the same title, issued ‘as Re-
port-No. 3 (July 1967) in the Series’ Studies
in the ManSystem Interfacé in Librattes,
published at Lehigh Unigersity. .

8

<. 7

». bridge: The M.L.T. Press, 1965).’

. ceed'from “now™ to “then.?

- Thererare two possible alternatives to.
this process of change, with a whdle
range, of options.? First the revolutionary

concept: libraries will wither away and .

their place in the commuhications net- -

-work will be taken by some new institu-

tional form, probably imposed from the

‘olitside. The second one, an eyoluhonary

developmept, is that libraries themselves
will: gradaally make the transition.-
-The work described here is based on

."the second alternative. The ohjective was

to. éxamine and analyze certain relation- -
ships between library system and library

- user. It is hoped that-this paper develops , .

sufficiently fruitful generalizations, so
that further investigations can start at a

dlfferenf leyel, with new a umptlons It
7, C. R. Licklider, Libraries oisii Future (Cama- .

- 3Philip H.- Enpis, #Technological Change and the

Professions: Neither. Luddite nor Technocrat’s Library, - _ .+’
Quarterly, XXXII (Jdly 1962), 189-08: s, :"'“‘ e

M ]
r
.




is further hoped that, as a result of fu-

LT ture investigations in this area, the#&vo-
lution of libraries from passive ware-
houses to dynamic communication "cen-
ters will be ess traumatic and more ef-
- fective.

This paper is not concerned’ with the
usual library automation, although the
effect- that automation may have on the
- interface between user and system is
recognized. In time, the automation of
routine processes, i.e., ordet, catalog, and
circulation control, after the bugs are
wdrked out, will allow a different level
of interaction. But routine “hiutomation
is merely an extension of the control

) and warehousing functions of libraries.
The work described here is an early ef-
fort to understand better the communica-
tions functions of libraries and similar
types of - information ceénters,  because

. \ this is what lzbraﬁes/are all about.

Consequently tMs paper i toncerned

D%
) revolv& around the process of nego-
- . tigting “the question. This act of nego-
“tiation usually takes-one or both of these
forms: (a) workmg through .a humz@
mtermedldry, i.e. the ‘reference libraii-
an; (b), self-Belp, by which the user
himself attempts, often unsuccessfully,
. . to Sharpen his question by JAnteracting
with the library and its contents. , *
Reference librarians and. mformahon
specialists have deve ped ®hoth -con,
S sclously and unconsciBusly, rather ¥so-
phisticated methods of -interrogating

o -

-

.

ihdeed some
le. N6 such a

lieve they are in-
a$sumption ‘is made

categories or levels of infogmation which
are consqnously sought and received hy
. the librarian in the_ negotiation procéss:
 +We are dealing; here of course with ‘a
very subtle problem—how one person
tries to find out what another person
wants to~know, when ithe latter cannot
describe his need precisely, There are a
. " few good but unsystematic papers on the

A4

2

. 4 . .
s . . ~

with two phases of this interface, which -

ese methods are difficult to de- .

the belief that there are gross

¢

hreference functxons but very little has :

been done of an analytical nature.?
In the self-help process, the user de-
pends upon his own knowledge, fre-

.
1S

quently incomplete, of the system. It

appears that there are a large number
of users of information systems who, for

a variety of reasons, will ,not ask a li- -

brarian for assistance. They develop
* their own search strategy; neither. very
-sure of what it is they want nor fully
cognizant of the altemahves open to
them. . ¢
Both of these processes have sonte
+things in common: the -development of
a strategy of search, and frequently a
change in the type of answer anticipated
or acceptable as the search or negotia-
tion continues. There is an implicit as-
sumption in this paper, which intuitively
seems valid.” Most experimental* work
with retrieval systems and most atti-
tudes °toward. ‘reference questions look
upon the imquiry” and®the relevance of
answers as single events. This isimistaken. |
An inquiry is merely a micro-eyent in a
shifting non-linear adaptive me::hamsm 4
Consgquently, in this paper an inquiry,
is looked upon not as a_.command, as in
conventional search strategy,. but rather
as a description of an area of doubt in
which the question .is open-ended, ne-
. gotiable, and dynamic.® s

nwst part of the paper dxscusses
‘analyzes the negotiation processsa

practlc‘éd by reférénce librarians and it fh ',

formation apecmhsts The .’author is in-

- - . -
- hd d

v }

3M. Ffancillon, “Informahon Re{neval ‘A View
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- debted to a number of professronals who
subjectéd themgselves to taped interviews

. ranging in length from sixty to ‘ninety
. minutes. The interviews were limited
to special librarians and information spe-

. ' cialists for several reasons.® First, they

are usually concerned with substantive <%

.questions. Second, their i inquiries usually
come from hi hly motivated and critical
people : who lglave an idea what 1s ac-
ceptable as® “an. .answer:. Third, to. ind
material, the librarian must understand
.. - and therefore must negotiate the ques-
tion. In contrast, public’and academic
librarians, because of the nature of their
clientele and institutions, have educa-
tional responsibilities and staff restric-
tions which limit their response to in-
quiry. One specral librarian pomted out: -

The levels of frustratlon in, using hbranes

+ are awfully high for tnost people. It’s amaz-
% ing, as hard as we work at makmg -ourselves
popular with these people, wé still have
them’ come in“and stand diffdently at our
desk.and sayg Well I don’t 'want to inter-
rupt, but . *” To whlch I reply, “If you
don’t mterrupt me I don't have a job.” But
it's amazing how people can't get over this.

I think it would be a study in itself, that

" we grow up in 8chool libraries, public libra-
Jies, and college libraries, ,generally where
-~ this kind of service.is not provided. Conse-

quently you are conditioned to feeling that ¥ negotlators count what are called “ ‘ques-

.the library is, a $lace you almost have to

. . they've been conditioned.” -

o L g

The interviews were open-ended and

. *"¢In this, report, the designations “reference li--
° -hrarlan," “libra.rian 5 “information specialist,” and
subject specialist” .gre jsed interchangeably.” There
are differences. In this repnrt, however, these terms
are used merely to identify the person negotiating.the
question, in contrast -to  the. “inquirer,” #who poses
the" questions and requires infoxmation in spme form:
as an answer, -
7.Unacknowledged qiotation® in this paper are from
. ° the taped intervies with reference librariays and- in-
«' ° “formation specialists. I¢-was mutbally agreed that such .-

o quotatiops would be anonymqus. Minor editing has *

R " been done for clarity only.-

cT s 3 Stanley L. Payne, The Art of Asking Qﬂe:ﬁons
{Princeton, N.J.:
Stephen A. Richardson, et al.,
and Functions (New York:. anic Books, 1935).
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/ understand what a‘question is. Althoggh -

dzag somethink out of.- The library is almost _-is concerned with. Let us attempt to re- S
: the last place they Wwarit to go, because ) '

< tion process, that is, as it pertains to the

Princeton University Préss, 1951)py-
Interdiewing, Its Form8

elicit three thmgs descrlbed in the - .
branans ownwords: ~ ‘o s

1. What categoties of information Moes .
42 librarian attempt to’ obtain from an
mqulrer? -

the role of system fle orgam-
ation in the negotiation process? "
3."What kinds of answers will inquiters
accept and what mﬂuence might this
have on the negouauon process? [ -

QUESTION NEcom'non BY LIBRARLANS

Wlthou; doubt, the negotlatlon of ref-
erence questions is one of the most com-
plex acts of human_communication.? In ‘ o
this act, one person tries to describe for
anothér person not something he knows,
but r®*her sométhing he does not know.
Quantitative dgta about this process is
non-existent. M spite of its complexity,
however, it is possible to say certain
things.about it and to form a gross classi-
fication of the process. This is a first nec-
essary step toward a basis for valid ob-
servation and the statement of tesfable
hypotheses BN

It is worthwhile in thls conslderation .
of the negotiation process to attempt to

gey
St

L
%

.~

reference librarianszamd other questlon -

tions,” this is not really. what this. paper ;
construct in general ‘terms this ‘negotia- -

interaction between. an inquirer and an -~
information speclahst S
The mqu1rer has wllgt D. M. Mackay
_calls “a certain incompleteness in «his -
picture g%f the world—an inadequacy in .
what we might call his ‘state of readi- .-
ness’ to=interdct purposefully with ithe o
world*around him,”9 in-terms of a par- - *. 'S
% ‘ .‘ \
*N. D JSelnap, Jr‘, An Analyrl: ol’ Questions: .Pre—
liminary Report. Doéument TM-1287 (Santa Monica, ’
California, 19639; R. F. Simmons, “Answering:English . - -
Questipns by Computer: A Survey,* ACM Communica- .t
lons, VI~ (January 1966), 83-70. to.

©D. M. Mackay, “What Makes a ()uesnon " The ey
. Lfstener, Lxm (May 5, 1960), 789-90.
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ticular-area of interest..He comes to the

several possible alternatives, fot infor-
mation to fill out “his pjcturesof the
world.” Thése alternatives .themselves
pose an important problem, illustrated in
 Figure 1. e T f

. - In Figure 1, at decision point A, the
problem with a colleague or to. go to
whateyer literature or information center
'may be available. Before he disturbs a
busy colleagu®, he is likely to make a
minimum search.-of his own files. This

.
-~ "B o
* Personal Library T ‘
Files Y !
- ~ * ‘
4 " Answer ‘| )
t, . c" C
I o
N . Ask o > Self Help .
R Librarian ’
1] <
Al
£ -{..7 .
o *
. Negotiation ‘ Scarch Strategy  ° '
Proceys ( A + ; e, - -
b = o - v : - -

Fic. 1."Prencgotiation decisions by the inquirer. ' :

library or information center as one of*
inquirer decides whether to discuss his |

oo . p - B Ly e
B . 8 . Py . .. .
.

will happen only, however, if he has an- .
alyzed his ‘siﬁadeqfllacy’-’ sufficiently to
be-able even to look through his own -
files. . . "
He also makes a second decision (B in .

Figure 1): to go to the library or in- .
formation center. This-is"an important
choice and reflects a number of factors: - *
previous experience, environment (is this
an accepted procedure in hismactivi- .
ty?), and ease of access. Stiidies of in- e
formation-seeking behavior indicate, for ’
example, that “ease of access” to: afi*in«
formation system is more significant than .




s

w4

N .

s “amount of quality of information” Ye-

trievable.11" _ e

oint C he makes an-

other”choice of paths: (a) to ask an in-

ation“specialist; or (b) to help, him-

self. Most important.in this decision ‘is

the inquiref’s* image of the. personnel,

their effectiveness,”and his previous ex-

~ perience with this or any otMer library
and librarian, . - '

All three of these decisions will_ha;'e%'ﬁis colléague will understand the ‘am- el
an ipfluence, largely -undeterminéd, on

the negotiation, process. It is not the in-
tent of this paper to do more than.list

these prenegotiatign ‘choices as forming -

part of the cdntext and background for
+ the process itself. ‘
Assuming that the ihquirer has made
these choices and has arrived at the
desk of the information specialist, he
then specifies in some form what it is
"* he hopes‘to find out. “Arrived” can mean
" any~of ‘several communication médes:
by Fetter, by telephone, or by direct

’ . @' 0 ‘ OAi‘ 4 ‘
as its importance grows with the investi- . - .

~.

gation.” . : :

2. At 'the second level there is a con- - -
scious mental descriptio) of an’ ill-de-.
fined ared of indecision. It will prob-+ &
ably be an ambiguoug and rambling .
statement. The inquiref may, ,at this
stage, talk to someone else to sharpen his ~
focus: He presumably hopes that’ two o
things will happen‘in this process®(a). = .

biguities; and (b) these ambiguities wjll
gradually disappear in the course of the
dialogue. = - -° . L
"3, At this level an inquirer cap form
' qualified and rational statement,of his .
question. Here he-is describing his.area ,
of doubt in concrete terms‘and he may * - ,
or may not be thinking within the “con- -
text or constraints of the system from-
which  he™wants information. By -the . .
way, he may view the librarian as part
of the system at this level, rather- than. .
as a ‘colleague. This‘distinclion is im-.

Ao P

-

-

face-to-face interview. It is at'this point~ gortant. As one
- +that_negotiation begins, Before consid- «sfid: “For most

eration ‘of this. process, it is firyt neces-
s sary to discuss various*levels of ques-

<

¢ tions. In general we can describe four

. levels gf-information need and tle con-
A figuration of question which' represents

v

each level.1? : :

. 1. First of all; there™is the conscious
or  even "tinconscious need for informa--
-tion ndt existing in'the remembered’ ex-

- - perience of the inquirer. It may be only

"ably jigexpressible_in linguistic. terms.
’ is need (it really is not a qyestion
yet) will change in-form, quality, con-
creteness, and criteria as information. is
«added, as it js influenced-by analogy, or
- . / *
* . A

B Victor Rosenberg; “The hApﬁl}caﬁon* of ‘Psycbo- .
metric Techniques to Determine ths Attitudes of Indi-

%ague sort of dissatisfaction. It isprob-

viduals Toward Information Seeking,” Report No. 2,
** " Studies in"“the Man-System Interfaté /in Libfaries

3 (Bethlehem, -Pennsylvania: Center\ for ‘the Inférma-

tion ' Sciences, ' Lehigh University, July 1966)
. * 3James -W. Perry, :Defining tﬁe Query S)jémm—-
.The. Basis for Designing and Evaluating /Retriepal

. .~ _;Methods (np., 1061 miiimeo.1); Taylorjop, oft. ' --
A .

T g L.

R

interviewed librarian. ' ,
eople, /I am the-in- -
-formation system.” Y

4. At the fourth levél the question’is.

recast in anticipation of what.the files =~ - - -
can deliver. The searcher must thinkin. =~ -

terms of the organization of particular °
files and of the discrete packages avail- ,
able—such as books, reports, papers,.
drawings, ortables.: N ST
“These four levels of ‘question forma- ~ = =

“tion shade into one.another along the . .

Question#%apec,h'qm. Théy are stated here ~ .- .
only as convenient points along a contin. .
uim, They may be outlined as folloys:.. |

-

.Ql—tbe ac::tuai, but uﬁéxp;essed“n’e%d' for .

information’ (the uisceral né'ed)i e
Q:—the- conicious, within-brajn descrip- , %
*¢ " tion; of the néed (the\ conscious
. n‘eed);a, e - LT Co
"Qs—the 'formal“??tatexﬁen,t t{f the need B
(the formalized need); I
Qs—the-question as presented to the in- 8',;
82 formation 'system*(t,he.cg)\mp‘mmised S
: need.);,‘ . . . l‘ ¢ Lo ) o
- SRS, ¥ o~ -
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".<Unless the-inquirer- knows the infor-
matian specialist well, he is inclinéd to
issflk:question in positive and

The négotiation process is a form of
conmunication, It is illuminating to con-
trast it mth normal conversation, in

"~ ingpujrer’s need ‘within the constraints 0f . less timé. This _requires. both.' direction® .
. . the system and its ﬁles _The skill of thé "

.

" nical subject in less than half the time. by a dot; those which are relevant to the

ferms, even to the point of -which one person finds out in random ;
specifying a particular package F +). If fashion about ;mothers interest. Figure
Colleague, 2 shows the Stream of communicative

the specialist is,;accepted as
the negotiation process}an start earlier acts on a variety of subjects between

, and‘be mich more fruitful. An 1mportan:\ -friends over a period_of time. However,
necessity for such acceptance appears to' ‘ embedded in this conversation are ele- .
be subject knowledge. As one informa- . ments of a subject of interest, which one
tion specialist put it: “A person with a person is commumcahng rahdomly to his
technica] background will handle a tech- friend. Communicative acts. are shown

e ve
4

and with more compétent and thorough ™ subject are circled,
" results.” This is where the ;process of  In contrast, the negotiation . process:
negotiation starts. TFhe colmpromxsed must compress both. t&e boundaries of
the intérview and the time span. More
information must be communicated in

rvtv)ta()ﬁ'tf:\vvv
' . -
s wd

! questlon (Qy) is the information special- .
-ist’s business, the representation of the;

and structure oh the part *of the infor-
reference, hbranan is to 'work with’ the “'mation specxahst Figure 3 illustrates
inquirer ‘back to the formalized need * ‘this’ compréssion, where Trelevant com- '
(Qz), ,possibly’ even to the copscious . municative acts aré much more frequent.
need (Q.), and ‘then to translate these From “the interviews with librarians |
needs into a useful search’ strategy. and information specialists there appear 2
“This is a directed and structured proc- to be five filters through ‘which -a—ques-
éss, although 'there are of course many tion passes; and fromwhich the librarian.
different styles and many levels of com- selécts 31gn1ﬁcant data to aid him in his . = -
.petence and knowledge on the part of* -search. It is the structure of these filters, =~ °
"both librarian and inquirer. There are - modjfied fox the spemﬁc inquiry, that .
certain obvious traits which will-help the Tprowdes the compression of subject and *, - -
librarian: empathy, sense of analogy, time illustrated in Figare 3. These five-
subject knowledge, and knowledge of . general types of information necessary” .
ﬁles, collection, and clientele.13. ~ for the search definition are not mutually
_ ! . . . - exclusive cafegones. The listing is ap-
. 3 Francillon, o clt. - .y < -t - proximately in: order.of\gceurrence, -al © | i
S, . o0t though they ‘may*-occur sxmultaneously,
i.e., relevant.data for several filters may" -
be embedded in a smgle‘statement by -
- the mqmrer il

" Fic. 2. Schematic tepresentation of commu-
nications between two friends over time.

- -

Discrete G ication
e Dhete S ,, Cormmnics They may be bneﬂy stated as follows. -
Acts . . Tupic o

li-determination of sub]ect S
2. objective aid motivation; )

+3. personal charactenstxcs of inquirer; *
4. rélationship. of mquu‘y descnptloE'to B
: z‘;‘ file erganization;., . &° % ‘
5 antlcxpated or acceptal)leanswers o

);:roblems aschlated with these _
Bﬁlters are well known .even obvxous

‘o - - -

[3

‘o
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. Relevant
‘Cominunication

Irrelevant .
- Communication

Time ——3w—

Fic. 3. Schemiatic representation of commu-
nication, between inquirer-and hbranan dunng
. negot;ation process

..

. \
- toactwe librarians and mformahon spe-.
cialists. They bave not been put . to-
gether in rational form before.

v * DETERMINATION OF SUBJECT

<. Determination of the limits and struc-
“ture of the sibject of the mqu1ry tom-*
* prise the content and aim of the first™

filter. The mformatlon culled at . this -

" level of negotiationf is of course closely
. intertwined . with .that of the second

~ filter (the objective and motivation be-

L about “bmd'mg posts.” And Iremarked “Oh,

T I . S

hind the inquiry). However, the two
filters appear to have a sufficiently differ-

.. ent function and necessary style of ne:

* gotiation to require separate conS1dera-
tion for each.

At the first pass the, primary purpose .

of negotiated subject definition is to pro-

vide some general delineation of the’

area: from blomedlcme to genetlcs to
the genetic code in DNA. Continued dia-
logue on the ramifications and structure
of the subject will define; expand, nar-
row;*and qualify the mqlury :

. X sdid he was interested in contact termi-
. nals.” Well, that’s rather a vague term, and.
it probabfy took me a few minutes to find
out what-he meant by that. He might not

!

-even, have started with that terminology. .

" this. ‘So there.is a continuous inferaction

He mieant “binding post” type- of terminals. -

probably asked him a_question like: “Do
you mean the’ type of sprmg terminals that
are-used in jacks, plugs and jacks?” He said,’
“No,” and probh‘bly then sajd something

vy Tee

N~

»

you mean soldered termmals He probably
replied, “No, that’s where the’ contact coifles
intg it, I mean the wrapped type.” And so
aftera few exchanges like that, I would have’

.gotten a picture in my mind as to what hes* -,

was talking.about. This is- where my prac-
hcal experience in radio engineering is help-

- ful, because I can visualize these .things.

At some stage, depending on the state

" of .other relevant categories of iriforma- -

tion, it may be necessary to. call a halt
to this initial phase, in order to allow the
_librarian to make a, brief sea;ch to de-
termjge the extent of the subleet He :
tan tﬁlgéﬁ come back to the inquirer with .
“Is this what, you mean?” or “Is .this in
the ball park?” From- discussion in an-
swer to these questions, the subject is
further limited and qualified. Thi$ form
of dyhamic interaction may continue for
some time, ~until the librarian is satis-.:
ﬁed he Jmows what is wanted. :

Engmeer X will come in an?fsay “Gee, 1
hdve these three references on subject ‘A.
Ive got. all the -ones I know about. Are
theré any more?” He may just ,stop in pass-
ing. This may develop into a major, pro;ect
just because the man is so busy, he is not |
aware of tpe’vast amount of information
available to -him. \Once the subject is de-
fined, we define the pexipheral areas that
may bear upon this. We inform him of Gur
basic \search _strategies” so he fesls he is
part of the effort. And we inform him how
he «in turn can interact with us, depending

on the time constraints. If it is-a long term Ce

project, he will receive in the normal. course ;
of ‘his work material we may not be aware
of. In turn we ask-that fie input these data*
to us. And if it becomes necessary for one , |
-6f our people to go to his. office and physi- e
cally go ovéf*and read some of the more im- .
portant papers on the subject, we will do

between the people’in the information re-
search group and the scxentlst and engitieer
.asking foér. the lmatenal

The fact that they. write the question
doesri’t help orie bit. We think if it’s written
it’s cléar, You know “put it in writing.” But
you get no feedback with writing. It’s the ,
dlalogue, the feedback that xi;the 1mportant =

|
+




v

e

o

. what they want, but they

thmg For the librarian, fhe 1mportant thing
is this awareness of the fact that you will
need feedback in order, to make.sure of .

__ what you ‘'ve got. You hive to> have this

suspicion—a sensing of when it is you
know what it is the inguirer wants, and
when- it is you are sure he has got it clear

and when it is you are not sure.

MO’I‘IVATION AND OB]EC’HVE
OF THE INQUIRER

"hedoes. -
. It is an obvious tnnsm »to every hbranan

\

who works at an informiation or reference
desk that inquirers seldom ‘dsk at first”
for what they want. When they reach -
a{iqmt of confessing, But this is‘teally

I want to know .
branan knows he is over-a ‘major hurdle: *
Inquirers fréquently. cangot. ~defifie

‘hey need '1t Gonsequentl‘y ‘thay are in-

Sy ‘the acute h- ’

discuss why« -thorough Jofie: In the latter ‘cage, it, ,Yhay

clined to ask very spelific questions, as - .
,-if they were ashamed to hold up their )
ignorance for everyone to’see. These ;
may include an innocent and unambigu- .
ous request for .a duectory address,
which develops into-a search on molds;
a request for a . Sopy of Aviation Week
. Which turns int8 a basic and broad com-
pany proposal-on commercial avxatlon
an, inquiry to verify if there is a place

i

e critical acceptance ‘of search re- -
sults In short, it is-the confext, the €n-
vironmbnt for the negotiation process.
It determines what quesnons gould and
* hay asked. o "

' Becayse we get to
onally, we know tlfe type of response
d -and require. We=know whether
i8\d tHorough: indmdual or.a léss -

.

(

I
/

be spmeWh £rustratmg at ‘times “when yqu

}/’

how: our chent e : ’

33

- &
The second_lter 6k scategory of m- called P- , which-turns into a search -
.~ formation negotiated prﬁbla};)ly fot mformatlon on xiat repellantsl tlg .
r-——these—eases asonememeweepone ’
z’::tt g::m;}oni‘;l:ly d Wh;}t]el s ll}lltllsulggr out, “My function is to. help h1m decide
jective?*What iy his motivation? This Whaé it 153:3 wants” < % =
requires subtl in ﬁegohaﬁon but The first step is to be etemalleuspxcxous )
usually has 4 high payoff in subject and the realization that in most-cases they.
definitipn. It er qualifies the sub- simply don't tell you what it is they really
- Ject, oy may even alter the entire inquiry. - ‘need. I think this is a matter of human .y
- It also offers an opportunity to &scertain . ‘t’°nf’rmm“°ah°“‘that we ne:fd th‘; gﬁ%‘;’f 7
e pin of view sk B he s, 238 W v e s L bl
shape, and_form of -possible answerf is that eternal suspicion that what they ask - -
shtir?)sr:g;;f tt}l::t ltlllt);mtyplansé‘ 3%;1‘1’:35:::11 foaz is pfobably not what they x:ealIy want L
. critical ‘to the success of any negohatlon PERSONAL BACKGROUND OF 'mE INQUIBEB
d coneqontsurch o Bose 1 1y iy oo o ctgnry o or. |
. brarita's approach is that the ’mqulre'r mation necessary in the negotiation proc- .. .
(a) knows- what he wants, (b) knows - ess has to do with the personal back- .
‘' more than the librarian’ and (3) is aware gr oigdo?;aﬂ:zﬁgﬁeﬁm?feg sls‘tag:
+of theSearch stategles necessary {0 05 library before? What i his background?
anpear to b wholly valid. Whiat relationship does his inquiry have © .
‘ PP y . to.what he knows? What is°hjs.level of .~
Unless you are sure what the why is, crltlcal Awareness? Answers. 4o these:
you can never ‘be sure what it is ‘the person types of question$ have relevance to.the
. :gally f“’antsh ‘What's hévgom& ttohdlo “I:Jth total negotiation, process, -}t may “well .
mﬁes‘: :’v":‘a gn ‘ hlse °:3 epell ‘g determme the urgency, the strategy of .
un ersté@ heeds as w gotiation, the level of:any djalogue, . . e




. ‘ . . - "
N . - . . h
s . . ’ R » N . . A
- . - M

-
.

sy ¢ 9 *
. Lo a £ = ¢ .~ . ' B
,Jmo& yoit haven't gone far énough; yet they terpreting and restructuring the inquiry *
are satisfied. ... . T, soit fits the files as they are organized .
: Have I*Wworked with him. before? This . iy his library.!* In the syrﬁbolik‘"is-. e
makes a great deat of difference. If he isan’  ccod earlier, he must construct a Qs
old timer and I've worked with him before, t of A that the total s st' o “;
I know pretty well, what sééps T can take ora ie of Qs’s, s i le YR
in heotiating " the questigh. If he is a.s Gan be scarched efficiently. )

- # stranger, or relative straiger to the infor- The inquifer will state briefly hi¢“problem = = -
© ““mation service, it-presents a_problem t0 over the phone. This is not endugh so we ’
.me. Some of the squestions I ‘might ask  gq- o him. We very likely do not discuss

are: What group are.you working with? . the spegific problem but rather the reldtion- 7 I
‘Vho is your leaﬂ,e.{,? Where he, is: situated  ship of the problem to'the work he is doing. «
- In the organization ’{i@{%‘mt' His status. How does it tie in? We worky from the .
Whether he is at. gnsa«g,not. Soimetimes * general, to the specific. He will ‘offen use a -3
.. we get people,yho%feg%e_ inadequate in  Blackboard. What are the limits of the ™*
.< coming to the library, They may come to  problem? In:many cases we redefine the
Y 2 us as a last resort, ot knowing what they apgroach *because he isn't familiar with
. are getting into. They n[qu‘)feel that they “the search strategy. So we redefine. the .
. are exposing themse.Ives to someone looking  problem tomatch the search strategy neces-
\ aver their shoulder. That is a position We sary."Tlie inquirer. is usually not aware of < .
| don’t want them to.feel in. .. the sources availablg to him. . .

¥

M 7 <o . ) . . : " .
‘There-are many problems in this facet * If we view the negotiation\process,as -

' of negotiation: An¥instanee <gited by one -3 “game -ofci#iss” as one librAsian; sug-- - 3
) sinterviewée. is when an inquirer, who gested, the librarian"has a gmend’du'g, .
may be"in-his:own right € highly compe- advantage. He is t&%0ne who knows the -

" tent researcher, is ‘dSed 2§ a high level ryles of the game; the inquirer doesn’t.
.. messenger by, for example, the vice The “niles of the game” are_the.organi-
N pI'ESident fOl' researCh. It iS at,this PO_int, . hzation’ structure’ a"ssoeiations’ and spe_ i
"z, 'as the librarian pointed out, that éx- ' cific peculiarities of the files. The quota-
. perience and personal knowledge of the  tion abgve hints-this: “We redefine the .
** . organization and pegpleébecome impor- probleri to match the search strategy.” '«
-tant. The “messenger” frequently.may not  The itplications.of such”a statement, .
know the background and motivation for  if taken at face value, cgn have the'effect, .,
the inquiry=It-is here that the librarian of redefinjng librarianship. - e _
-must make some egucated guesses and It shodld'be understood that the “files” . *
. . . associations ‘based®on “experience. He refer only t6 the catalogs, indexes, . . - -
' must in_some way bring the 'vice presi-" ghstracts, and other staflard files of the: .’
dent into the dialogue; without under- ibrary. Theére is also the “who knows .-

mining the reputation of the “messen-" what' file, pot on cards but in’ the -~ "
o oogern e brarian's memery. There are special files:
- R <, previous refjuests, news, notes, recent . s
. : RecaTionsaip oF Ioury “ jtems read,.thé unstructured mnotes (or L
s - DESCRIPTION TQ F“‘EQB ANIZATION  ‘pieces of paper napkins) in the librar. * @
o . Am information, spec?hli.t” or a refer: ian’s desk:drawer. There js the sense, or * -
ence librarian is.an intermediary, an in- . actvity, of building the inquiry into the,,
. _terlocutor, between the inquirer and the S jg{em;-the ‘system including: the’ infor-

" system. As, such, the negotiation protess = 1iation specis list and all the relevant °
not only provides him.with a substantive fﬁles.' .- ‘ '
“deseriptiort of the inquiry, but'also sup- - - - - | ° - ‘

L . .plies N rclues for devising his gearch % Susan Astandf} “The Seafchets—Links Between' -

»
”

X
o 7

. ' RPN ey . ~ . Inquirers and Indexs,” Special Libraries; LVIT (Octo- -
‘. . strategy.' He ;bécomes™a tran latdr, ini- ° ber 1088), 571-74. | A '
-1, ) \‘l N to. : Co < ® ;“:f.': ¥ P ‘ J P | * , ‘ ‘ # PR
ERIC e AU R - PN
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K Refemng peopfe to; other people 1s .one *the negotlahen process to i)lace hrmts
of the methods~we use. But before re emng " of time and size: on hls .mqun:y, 5
them, we ask . Whom have Ybll tal ed to? The sense urgency ln the lnquu-ys 7
Areryou w()rkmg By yourself or w;th others? deﬁmtely hasgan infl ce’ on the type
Dmyou “know X? Do .you want to talk to .of answer e ectéd [

X, or shohld we?” You. see, -we don’t want - ‘ o '
to go charging off i all dlrectmns duph- . '1‘ e mquxrexf‘ may say “ need thls‘ 1 30.4
catmg effort. o v\ ‘ minutes.” By doing so he ‘has’ pretty Well
dé ermi’ned what’ fbrxnf he will accept and

;

w at questmns 1"_ ~askr' -

S

“AY much -as. posglble, the” hbranaps
mtemewed also’tried to elicit from, the ljin
‘inquirer “any .3ttay bits- of information’ Wh e or ;not“the' mqtmer & as
from his specialized lalowledge that-~. for mformatron in his qwn specialty W}n
would give clueé iy support of a search shape the kmcimf answer .udeful to hlm

strategy N S IP% p;rscl)ln’ is- askmg for' 2 search’mzhli 1
- - Ofie of the staidard qéustidhs, we ask own field; then youl can sit*down and ftall 2
A ‘TOMOW}esge whactl will probably be™ 9 hifn. If he 1siaskmg in a field peripheral
,the most fruitful grea in which to'search?” ; 0 his ifttgrést, hen. he has probably been
" TFhis opens up s;%n leads N often, he" asked. to e))t/press a opinion” on someth ng.
will say somethmgailke “Well, I thi jnk there “He: doesp't/want u5§(0h, but 1’éther 301}."9'
was a Proceédings.of thé IEEE about 1963 thing! limited, forf'fexarglple a revxew Oy &
and .I_thoughte L:shw*st)me,thmg ’m “there. h_stafegof-the'art paper.‘n R .
Maybe] that mllhg;yi you .a-lead.” “Fu -this - Undoﬂbtedly} H}e s&b]ect ﬁeld QE"2
gaﬁf‘l’l arﬂf:semk:ﬁ;m "fl:r Zzs S’fﬁc’e“t to; libraryanid. itscliestele has a bearmg
Pel: up P D ..,-"-"' - the type of an,swernexPected in ways'v N
VV.hat the ] mq{u'er’ﬂs‘saymg is “Hereis & do mnot: ‘even know- about yet. For ex- ;% oy
"paper. I'd hke(ones.(s 1lar to. Jt or slﬁm- ample m the law“"it appears:; that the 73 ]
}lar to it m_thss spec T questxons are; very preclse; but the, an-~ 3 ! X

t) }2-.

‘ S . Swersare “less precise. - This is due to the T
s WHA'K KINI}'OF ANSWEB: 29 P -3
- Wiy, . THE INQU R A .'; '/\

When an ,mqulrer app oaehes Ble‘refw xmmstratwe re‘gulatlon might be: perti-" Lo

“\4

natﬁre of' sprecedence Jn the law,. ?n Tws 1
“a-Jaw, ~arcourt rulmg, or -an ad- :i s o

erence “desk, “he jhas some’ pictyre ~in Dént to a specific case, aid are the ondy:
. 'mind s, to wHat hg_,éx'pects lns ansyjér to. ‘aniswers avaqlab‘le “They dén’t however. .
look Tike, i.e: format, datg, size; e‘tciﬁThe‘ ahswer,thag_ueshom Training in, the la‘«\'“\ RS
.problem of the ingniirer’s ﬁccgptabxht);" appears“to._make: 4 difference.. As.one s
-~ of an -answer is" &1 iniportanit Blter-in " Tibtariaw put_it: ,,I can aimbst tell t%{? w T
the process of answering. Jqquines Qne »Iaw schanl by the= uestxon
* of the results »of the: negohatlon pfOcess . One of the ‘aggin prob ems im fhe
is to glter ‘the inquirer’s @' piriori picture’ ;d yery of ariswers seems to be'thewdd. |-
“of What‘:t is he> ects,—Thxs*pxchue js ~ greedof evaluation the information. staff. -
altdred as theangm i changes hisquies> cdn -and- shouid mke 'ITIEre saré: of
ion in response t feedbac} “he béess COMISE 8 vanety pﬁ factors. .at work here','
capabi‘lmes of«both_ the ’hb‘ranans ‘own. capablhty, the m-

rary aué the - hbranan as He QUiréf’s. attitude; and thg hvailable titte..-
- changes his. search strategy i the e’ "One_ interviéwed hbrar‘lan descnbed the“

, fgohatxon process and as ‘he-is forcéd in” prohle{n as fQHOWS Y i

ucﬂmlme E. Hieber, “An Anal,,;, of. Ouestions rNdw ﬁle next level beyond this is one m

and { Amwers in- Libigries;” Report’ -No.- 1, ,Stndies/ . whrch we have- done -anything at a]
" in ‘tfe Man-System que;iace"‘?in “Librges (Béthlchem Ij% ything ’.

P lvania:+Center for gnfﬁ:'mnﬁ S'ciehces, 'Leh

f‘lﬁra,ﬂndclme How a La“;'ycr Thinks,” Lagg:,et. ,
., Uni#, ity, June 1966) : A%
A

(Jaﬂpm 1956),. ptt - A%




primarily because we don't have thé man-
power. But I think it_is probably the most
important. - . . That i5'to make an evaluation
of these materials. Just to hand someone a
batch of raw abstracts is not enough; or.
even a*list of numbers; paper A says the
property equals this, paper B says it’s that,
and so on. Well, if they don't agree,
shouldn’t someone read‘%;the ‘papers, aand.
. .decide what wwere the e rimental tech-
mques and-give these a ‘weight? That is,
this js .the most sngmﬁc it number,
the most valid number; & ‘this is a 51g-
nificant average. We hmve )‘ixst not been able
to'do it except in a few ra ?xmstances Now
the hiope had -been—when!1 say “hope” I
don’t mean only ours, but {from the top of °
the Research. and Engmeenng Department -,
© "dowQ—-that if we gave th gndmdual chem-
“i§k or engineer these oth r materials, heﬁ
-would do this evaluatlo " The evidence
'is-that-he doesn’t- do* it would say-only
1% actually do it. The oth s will' take the
ﬁrst number at the top of the pile, somc
+‘will average all the numbers, some will ap-
-parently take the number~ that fits their
number best. You know, it's the. human
prob]em 7. '

. " Pethaps the most. JmJortant obstacle
to evaluation'By the librarian is the sense_
_of puritanism on “the pijt of both’ li-’
brarians and managemen{ who believe;
. for-ethical rather th#h econpmic reasons, -

* that everyene-sheuld do his o wprk’
“Such an ethos is at odds with the sense
of service in librarianship, with thé re-
. quirements ogfnanagement for the best -

* information as soon as possible, and thh
“the growing complexlty of libraries in a-
dam—nch cmhzadon

A Y
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"~ His response may define the probiem further (or even alter the inquiry) and*

" your records and future correspondence. This data may contain some clues about

" .information he hasn't heard of personally, but would like you'to,find,°on )

;nging prg;gc%s; etc.? Haw extensively-doe¥ he wart you td delve ‘for informa-
3es .h

; cription. Be sure to,note any restrictions delimitifig the nature-or scope *:- .

L

-

v, ' ‘é ’ o o s o - .
« + ®Explanation of the EIC Negotiation Checklist S y

1. Déscribe the client. Note his position, address, telephone, etc., for -

his status and background,the context of his problem, and questiens to ask.

. . . . X '
2. Define the problem«area. Ask the c1ieﬁ§a$o describe explictly the problem
and the soTution(s) he seeks. -.For example4 the problem is a c_rricu]qr or,
" instruétignal need, help him to expand or narrow the specifiéfhubJe t area P
and qualify lTevels, and any other réstrictions. If.it-is.administrative, ask .
~him to describe the ‘nature of it. Restate the problem to make sure you
“sunderstand what he's said and to allow him to clarify it further. It may
help to ask what his sitg?tion will look’Tike when the probiem is solved.

3. Defige how the information will be used. Ask the client when and why he -,
. needs the information. Does he ‘plan to use it for h1msg1f, for-a tgagher.tra1n-
ing workshop, for a curriculum committee, for his superintendent or'district

'supervisor, etc.? Find out his purpose or gpal jn requesting the information. . . ¥
_ help tg clarify the quantity, depth, and type of ihformation.he needs..

e * - ’ j :
"4, Define the type of request. What does the client expéct.you to get--a -]
specific reference, such as a project or resedrch!report he's-heard about, /. .

current teaching methods, cur#iculum Oﬁ,instrucﬁinnq]kprogramg,';heory or.back+ , 7
ground in the problem area, available research and evaluation reports,. or Tty
specidl-resources, ‘such as a ‘1ist of consultant-e pert

s in the field oron- .

s,tion? Dées he want an in-depth search or 3ust.§90ugh‘informa?ion.to get -

- an overvieW of tHe problem area? From how far back in time will information

_be acceptable? -Note under "Additional Information" whether the client has = < -
- any specialized. knowledge to_help direct. your search on- the problem--for - - |
éxample, ‘can he name.people or’ schools working on. solutions to the problem, rele- =«

vant-journals or reports, and so on. " Ask if .he has already consulted any resources.
v - . ‘ . FEEY - 2 \ hd

‘5. Describe the-type of materials requested. 'What should be the f%rmtof the
Jnformation you. return to .the €lient? Does.he wWant you to condense the -
infarmation for "him o, present exactly what you-find? . Should you, for exampﬁe,

prepare a bibliography of available sources- and.organize it by topic or annotate
it? Does he want to.seeactual curriculuni materials; anecdotal, research, or
evaluation reports; state-of-the-art reviews; summaries? Should you Tist names

of authorities or other-sourCe;/Qf,information? The time he can spepd .re- -
viewfng the, information and it importance to the solution Of his problem may .-
proVide,c]ye§ about the amount-and format of the informatiohato proyide. : L N

6. ‘State the problem. - Write'a concise, two- or three-senténce- summary des+ .-

>

of the' proplen. - . L - S

7. List search teris. When-you finish‘interyjewinga Tist as many key words
as. you think can be used to-plan and define yolr search for “information--~ . &~
for example, "social studies,™s ondary," "cyrriculdm materials," "inquiry -
learning, " ‘etc. - These key words 3ye Important.-they translate the client's
problem sinto terms to guide and conduct a search of.subject-indexes, card. "
catalogs, ERIC documents; and other respurces , T s S

- k4
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RO ¥ DESIGNING THE NEGOTIATION CHECKLIST - - T . q)
A precise, written record of the clieht's p,r;oblem_serve&twg/%mperjan_ '
. ". purposes: (1) it helps to recall data the EIC needs to.plan‘his sear .
- for relevant information and_(2) if-it is standardized, it serves as a .-
record for filing identifying¥informatfonabout—the client.. - - t.
The foﬂow%ng are four differént éampfes of “forms which can ‘be used-‘to_
record information from writteh, face-to-face, or telephone neyotiations S,
between the EIC and client. . These forms were «develdped and.are currently . - o
Y used by the following educational information .dissemination centers or ~ -
AR servites: San Mateo (Calif.) County Bay Area Information .Center (BAIC), .- e
." . .  “the ACCESS Informat1qn Center in Concord, Calif., the‘Michigan-Ohjo_ i
- ¥ Regional Educational Lpboratory_ (MOREL) , and the-Research and Infoymation - '
- Services for Education” (RISE).. - _ ST . PN
“7 7 Review these forms, as.well as. the EIC Negotiation, Checklist and the =~ . . o
; . . .explanation-of it provided in the role-playing exércise. you completed | . ‘ &
st - JAn Element (2). Then, design a~form which. you think is comprehensive o
.. " ™ eholgh to record ‘the kinds of clignt~datd jouw need ‘to find out’ o
’ during a negotiation interview. Make two copies of.your form: one for
‘ the instructor ahd one for’)iour‘qwg_ use when you act-as EIC and nego- = .,. - .
o tiate a problem poséd, by another traineé, Rétrievi ng, transforming,-and .. .. ¥
“ " communicating information' relevant to this trainee's problem will be ) -,
L y?ur major assignment for this course. ST B e
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| Rg'uest for Literature Search -

-
A

Date of Request: . C e

. \ Date Needed:
T . t . A . - 0
- Person Making/Request: - L 7’ Position:

School/Organization Address: ” : L~ - Telephone:
., ¢ e . M * '

N -
L.

TQPIC(S):

Typo of nu:ch H ‘ei : Ovai‘view D nesearch Oriented
Gradc chcl'(s) Yl ?urpo-e df sexzch

LI, ¥ . - v .
“ M °
. PRI SN T o« =
¢ * . -
g

" Search thé following: cgnec:io&f: .

N v

1 BRIC: Send n..um "V Send Hicrofiche
"t 2, Local Document Gollection '.; [ B L (

»" 3.. Book couocuom~‘-= T =

T Send @ btbliog:hphy y sgnd few bopks .
&, Surch Bctiodiﬁl AgticTes back tos) N
0~1 years: * ~'\' 0-3 yurq L 0-5 yurg
: Locate exemplary, progr . <
a ;Gcoguphic rntr ctim: Count:y L ’Statc
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- STATING A RROBLEM FORe NEGOTIAT(IOP(
) ) . B . g N 4 . ' ) . ~ . .
. Your maJor -assi gnment for th1s tra1n1ng program 1nvo1 ves rece1vmg, N —_
processmg, and fulfilling another trajnee's ‘request for information - )
» -on an ediicational prob1em of special™interest to him or her. You. °~~ ~ -~ - ..
will, in effect,.bé"serying as an EI{:nzt You will. follow throughton = . .
the trainee's prob]em déring ;ubseque *learning act;\l‘hes and, - be-
for@ the end of the training, prepare a package of 1nformat1on on the. -
probTem to present to him. _ AP ‘ L .
oY e Q * “ ‘ .
- Th1s asmgnment also requ1 gs that you act as a cjient. / You will A
- have to”select/ a problgm to give to. another trainee during a negotiation = -/
jnterview., Try to choo3g an education ‘problem which-is based pm afi T Ly
', dctual “currictTar, ingtructiongl, or ad istrative.need in your own L )
énvironment . ~ Define the prob]ém in terms of its natyre ‘and scope, . . )
the subJect area, and special constramts (e.g. age, grade levels, . C- T
equ1pment finances, staff, time, etc.). Write out a brief statément D N
* (one page or 1es’s)‘pf'yvur‘prob1em Make twocopies: oneto submit— — ~
he instructor-and the otheyr -for. your \own referenc.e when- you .

,,.ne otiate th prob1em w1th the EIC.. - } v . _ L

- - materidls, résources, €te., which ‘yoit think will assist you in solving - — - -
your problem.- Think about howsyou will use the information’ when ‘you S
need it, the form in which it.would be iost helpful~to you, the :
f\ﬁ/amount of ‘timg you have to review the information, and so forth. If T
you know.of or have a1ready gonsulted sources of relevent 1nformat1on, . ,
be, prepared to 1dent1 fy them for the EIC . X

FOY‘ the_nagotiati on. exercise,. be. prepared to_ ask yowr EIC for mformatwn, -__Q L

~1

;" ‘ :“"',‘,‘ , N , . . O . . . - i L "'»~
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a1 _ s, Module: 4Negot1’at1’on1
* I A T ‘ ’ :

o . - TEAMACTIVITY GurDE . . -~ -

. Session No. 3 . o ., T

+ . "Time: 155 minutes .. . .. Lot e L
e . - . ¢ . K L . et T - B R
Materials Needed: . R ~ } 4

Ty - PR

LY

. EIC Negotiation Checkilist (2 CM' s, T
) . - Negotiating a Client Problem: A.Role-Playing Exercise, Overview .
© ;v Educational Informatién Consultant (EIC) Rolei-Lee Smyder RSN
Y Client Bole--Meredith Ryan > - % o S :
Observer Role« ™" ¥ } s — . .
C Observer Checklist >, °* T ) 5 >
T " Cassette B.(Side 2): A Negotiation Interview" .

. S - "—. -~ = . ~ . ' . .

< Equiphent feeded: s ] J
) . C t ) :
Cy;etteﬁ Recgrder. K /f’J ) L PR | . ¢

‘.
. \‘J-"JQ,}: P
Se
[ ]

. «..:. - B “'_7_‘. % : N | K . . :_! R v.‘JM" .'
,>" Element 1: ‘Obserying the Regotiation Process Time: 50 minutes & T

N -

> ¥

S s
R

7

k3

- A — = o, : .
-Step ‘One (20 minutes); ‘Fami 11arize yourself with the EIC Negoti ation-- ‘
. Checklist. Then, play Cassette B (Side 2), which takes about -11-1/2" | !
minutes.  While Jistening to the taped-telephone interview, fill in the w '
Checklist on the client"s problem.- When the tape ends, finish filling - - - .
out the Checklist., | R

so NS

There are gwo important things to remember about this interview: (1) It- - .
is the second contact between the EIC.and client. The client is calling ¢ .
.- . back to tel1 the EIC that she has picked a more specifi¢ subject area of -
- . the orjginal problem and wants to-discuss"it.with him. (2) It is, by no~ - -
; means, a "mode1" negotiation. Listen ‘carefully for'errors or mistakes T :
7+ .o the £IC makes in dealing with this client. ’ ‘ o ’
T SteE Two (30 minutes): Discuss the nefotiation skills,and communication R
-, techniques 'which you observed the EIC using or fai\h’ng to wuse. . . R ‘o

Ipé%ff’? Towing are eribs which you may have noted that the EIC made: ol b s

. 7 %, . .
1, " Misinterpreted the® client's stétéh;er}t about the "topical" DR 'f,:

!

e arrangement of the study units..:

. ..-2. Obvious ly-,msunde.rgtoodnthe,chent when intergupted with ot
. ) ~statement ; "You might want to talk about how people cleaned J
~ . ‘offbirds in San Francisco.Bay." I - o
N i T« 0‘ ., . . . . \ ¢ . o J s D :
LT : B - PR PR (continved) '~ " .
> \ A - - - - o o . L] - . . |
\ - g N ) . ’ . e 8 . . - oS
oo .'.‘_, ..5 . N ) ., . e&%\ . . ) ] ) - ) . i

. 3 < T, - 5 . . P
y S 9 . TN
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w3

~

. Y > . ? T T . . R . - . .
. Step Two (15 minutes): *Read only your own fole description.. 2

. o . A
TN, Y1. At an appropri ate

" -TEAM ACTIVATY GUIDE - .

2 5% i - s ) .
" Asked ques'tion' about *'”é’upp'_]emehtary.'materi-aJ's" which was .
unclear because client didn't know.meaning of the. term he used.

4, ' Showed some-'1ack of ability tc; develop rapport with ‘c]ient;' .

+ €.9., couldn't vemember who client was when he answered the’
. * call; although he talled her."Meredi th," 'shé might Rave been*,
-: someyhat ill-at-ease because she.'\used more formal "Mr.. Snydér.", -

Ve
. L4 @
D . >

A £

Element 2: . flegdtiating a Client Problem ° @ { Time: - 65 minutes.

- - 2

‘ . 0y . — * e s . . - .\ :P ?
Introduction. Thised»o]e-p]ayi ng ,Exerc‘i'se is an example of 3 face-totface -
negoliation intervidw between an EIC and client. It s designed £ &

T
@ r

.introduce you tolsome of the skidls and abilitjes needed to negotiate .
"effectively im this type—ofsttaation. Th Problem Yo be nedoti ated_i‘s‘

a curricular one, -selected because it is n presentative of the types o
problems and reques'ts which the ELE will encounter. »

.
. .
.
‘, :
-~ ‘ﬂ -y 4 )/

Wou witl-find that"two o'f.'"theiroTes--,fhe‘EIbfénd ‘C’ﬁ'eﬁnt--‘imp'lye’ the game. - -

twWo people you heard on the taped:interview. Jhis time, hoflever, e

Meredith Ryan, the Client, is requesting Lee ‘Snyder's Aassistance wi th a .
different plan for the sociat:studies course and, consequently; & .
different prob area." Remember, however, that the emphasis. f the v °
exercise i$ on. 1e- tecfiniques, rather t.han-theacont.éht,’ofathe megotiatidn.

@ - A

Step One (5 minutes):. Read the- Oge;‘ g.f_,‘i ew sheet ,,;(Vegotic;ting a 'CZz,eniﬁ L
Problem: #M Fole-Playing Exereise, and réview the sckedule For the exer: .
cise. 'THER ~“decide among ‘yourselves who is, going td®ilay the role of EIC,

Client, bseryer. ... . .. % T S T ’

b .
4

I} v

Step Three (15 minutes): Comp lete t!ﬁeu.rie“goﬁati,pg: -t P

. Step Four (20 mi uw EIC completes the EI otiatign ‘Checklist,

conferring with' the Client, if necessary. Fach P ‘comp.letes his.
own (heck]ist.~ﬁObserverSAS,ho'uid give the EIG and Client feedback on their
performanTes. . T

4 °

. ., 5 < 1 _‘I s - ce ‘9.,,‘_.‘:‘W\, S .
Step Five' (10 minutes):- Discuss your search terms and, then, ‘the features’ P
of the nedotiation procgss which the-exercise i1lustrated. _ . &

Discussion. The foﬂouina'arg Some partitulairly effective negotiation: -

techniques. ' Discuss whetfier or'not any .of these occurred during the

exercise, and 1f so, howwell. N e B .

. s . . | VA B . . e v s ". s - "

point during the negotiation, theEIC 'shou}d

- 4 restate or paraphrase’ the client's problem tq determine :Whe;h_ér
: - S g

s g L) ] 4
.,‘—-‘I,\,° .

£
X -

S

... (continoed) = e
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TEAM ACTIVITY GUIDE
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e %
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“he has understood it clearly and correctly. The EIC.shoutd ask:

the client to confirm the statement of the problem.. - o

2. The EIC should .repeat” or describe-for the client the type of
materials and information he plans. to. retrieve. This will
insure that both the,EIC and the client understand what the
client needs and_can expect to recéive.. This-procedure can be -
compared to that”of making a "contract" with a client.

. . & . 3 . - .

3.7 It is important to use 'some kind of form for recording the -
ctient's request or problem. In a "real® situation, a precise,
written record of the negotiation can help to recall important

. data about 'the client and to provide information the EIC may
, need to plan ‘a search of relevant resources. - If the form is
standardized, it can also provide & basis for a-file system.:

4. Affirmative on™ confi yming fonverbal behavior on the part of the
EIC 4s- important. During a negotiation, the EIC's general
demeanor--gestures, posture, and honverbal signals--affects the

. client's attitude toward and responsé to the EIC. :

5. Skillful questioning is essential to the negotiation process. —
The EIC should use questions which (a) elicit informatidn about
the nature of the-problem, such as, factual, definition, and

~clarification questions and (b) help to define the problem
" specifically and clearly, such as , probing, narrowing down,
and interpretive questions. - -

Element.3: Designing the“Negotiation Checklist Time: 20 minutes’

.

) .~ - Step One (20 minutes): Discuss. any qliestions about the nggbﬁiéfibn

ecklist you designed. Refer to the Explanation of the EIC Negotiation
" Checklist for guidance as to the type of information which is to be
gathered during=negotiation and, hence, the types of ibems which should
be included on the form. Compare your form with:those of your team
members and, if necessary, help each other to modify your checklists.

Element 4: ‘Stating a Prgb]em'for Negoﬁiatigp . Time: 20 minutqs’

¥

-
3

Steé One (20 minutes): Discuss any'qdbstionéfyou might have concerning
Stating a Problem for Negotiation." it S :

R

Tl 7

by

-

N
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! EIC Negotiation Checklist

v
>

1. Client: B . DateoiRequestf
Position: . . . Date Needed:

.. School/District: - “ ( - N
. Address: - Phone: ;

A ! - »

2. Problem Area: . =

Age/Grade Restriction: o L
Other Restriction(s):

3. Purpose of Request: . ) R .

4. . Type of R;quest' . o ‘ . s
[ ] Specific Réference: [ ] Theory . s.

T ] Methods ; ‘ -[ ] Research and Evaluation _

. [ 1:Prdgrams . [ ] Other (Specify: )

1] S/ecia] Resources - : , e

EN

Depth :)/ Search: Level , ‘ ‘Back to 19 ) *
2 N . N . 4
- - Additipnal Information:: ¢ S \\// Ty
‘5. Type%f Materials Reqguested: e ' S LN b
4 - . S, \ .
6. Statement of.Problem:, o . T ‘
/ : v . ; .
,’/ _5&}:’7:.‘ N ﬁ:
) P -
7./ Search Terms: ) .
v\\‘ , .
. / - ' '
| . Person taking request: _~ .
/ ) . - o Lo - e : '
S ; = : . FWLERD 1/72
/’ ~ . . = . . oL ,
L w " 98
) : | .
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®0* NEGOFIATING:A CLIENT PROBLEM: A.ROLE-PLAYING EXERCISE

T . . Overview s ' o
., ° —— .

v, - N
. ’

- How dogs one person learn just what it is that another has in mind? -0 . -
4 How does he try 'to findﬁgut,exact]y what that person wants to know?j/; o P
-Under many circumstancés, ‘information is not easily, nor fully; - DA

transmitted. ‘

When-a teacher, principal, curriculum supervisor, or other client C

comes to an EIC, he will most 1ikely need assistance in finding * ,

. information and resources to help solve a curricular:or instructional

L problem. The client-is asking not for something he Knows about already,

4 but rather for-something he does- not kndw enpugh about. The EIC has to

/ view the client's "inguiry as'a question which is only partially formed, - -
? sti1l open-ended, and negotiable. The EIE must try to acquire an . )

‘ unders tariding of *the client's perspective on his problem bécause it - -

E helps to make'a search for relevant information more effective. One
way to gain th¥s perspective is to define the problem through personal .
negotiation. . T, >

L
» .

‘The exercise you are about to do inyolves This process of negotiation.
CIt demonstrates that, even when a ciient knows what he wants and the EIC
; knows what to ask, different people commuricate different'things. The ©
: purpose of the exercise is twofold: {&)’to.illustrate some of the skills . '
and procedures involved in face-to-face negotiation and (b) to introduce
you to the role of the EIC, an agent for ‘communicating current educational
" knowledge and researc¢h.: . - . : - :

You wil] group into teams of three,.each consisting.of a Client. an

EIC, and an Observer.' For this exercise, .the persons playing the roles )
of the Client and the EIC will conduct an interview to define the Client's
specific curricular problem and to identify his corresponding information
needs. The person in the Observer role will be responsible for assessing .
. their effectiveness. You and the other members of.your team will have to

. decide which ro]e'ea;h Persoh will play.

-l
: L . ¢ 7
G % The schedule fbr,tﬁi§'exercisq will run as follows: . .
‘ . 4 : '
K b .. 1.7 Find two other colleagues to form a team of three. .
T ¢ ¢  Choose your roles, (5 min.)' - . :
. s, @ ) S ' et L
N, © 2. .r.Read rales and prepare.for exercise. (15 min.)
N * 3. . Do exercise. .(15‘mlﬁt) ,
: s L Ly o VLGRS
i‘;év 4¢ _ Team discusses exercise. (20 min.) N
v : .
o . o\ o » - \ -
% . 5. . "Large group, meets -to 1ist and compare search terms.-\ (15 min.)
Ve 5 . ’ L ; , . . ¢ e K ~ - et - . Y )
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LT L S . .
A e e 99 L RiERD 172

. ~ . .
- - B - .
oovA . - . . R )
- o . . . 3
L S “e ‘ . ' - .
- . . v b4
. 4 . . e ~ * - A Y
5 ® e - A~ « R .




i : -v' o ' !

- . — e ——— [

Educational Information Consultant (EIC)'Réle -- Lee Snyder - ',
— 7

e .

. . e .

,Jou have-taken a new position as Educational Information .
o . '.‘Consul tant. for the Oakdale Unified School District. You , X
,° -~ . are now in charge of the district's expanded Educational- Lo
‘ Resources Center. The chairman of the social studies ' /)

department at one‘of the high schools ‘in" the district
' heard.about your new center and made an appointment to

A discuss a curriculum problem with you.
I E . ' . ' ’ \ .

, "Before you proceed with ‘the interview, review the attached
v . EIC Negotiation Chetklist and the Explanation of the EIC ' -
s Checklist. Plan the questions you need to ask your Client. - L

You will have fifteen minutes to conduct the. interview.

During that time, yyou should record on the Checklist the
infermation .for Steps.1-5 (not necessarily in that order).

Use the Checklist to structure the interview, but don't

rely on it exclusively to‘keep.the interview going. Your :
conversation with the Client will suggest appropriate - " :
questions to ask. . oL - .

Spend some time, too, developing rapport with your Client, | .,
The relationship you establish during your first contact - A .
with a Client 'is important. Try to build up his confidence. -

in you and your.services. T o

" 4

] s 4

At the end of the interview, take a few minutes to write oyt
a brief statement of the Client's problem (Step 6) and tq d
list the search terms refuested in Step 7 on the Cheok]iéﬁ,« : .
Check them over with your Client to see whether he agrees -

* that the list is appropriate. ‘ Give your list to the ., = ;
“instructor. Then, you and the Client*will-have about ten ',

" “minutes to get some feedback on your performance from the.' ™ -
- Observer and to hold a team discussion of .the negotiation. .

s 1Y o
1 - v . . L s é -~

W - ¢ . . » ’ _ {

- e LA
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- .~ « ~. . Client Role - Meredith Ryan N

Instructions: You are going to talk with an Edudﬁtioﬁa].lnformqtion
.ConsuTtant (EIC) about a curricular, problem you are faging=in your AN
School. You want to determine what information services are avajlable . .
to find possible solutions t0 ite=¥t 7S your hope that the EIC will. be “

e able to help. you define the prob]epvmore specifically-and to locate some R

.~ " relevant information. *

The EIC, Lee Snyder, will be asking you questions about your-background,

the problem, the type of materials you need, and when and how the -

materials' will be used. Most of the- information you will need-to answer

these questions is provided in’ your role description below. If the EIC,

.~ asks for information-which is not provided in the role-description, - . .

R Amprovise a brief responsé. Do not give out information teo_readily, -

) though. Let the EIC run the interview; be coopera¥ive: but let him lead.

. . ]

" Role Description: Take a few minuggs now to read through )elfollbwing
description of your role before yo&istart to talk with the FIC. o \\

A

When the EIC questions yoy about your-backgrouﬁd, provide the following - ,
= "~ dnformation: - ] ' .- -

Position; Chairman, Social Studies Department : o .
School: John J. Lynch High Scheg! (Grades "10, 11,-12) _ o8

- When the EIC asks you wbat your problem is, give the following informa}jon:
. In the past five years, a one-semester Problems of (Democracy”
(POD) course offered to twelfth graders has become ‘the least
" popular elective course in your 5chool. - You recently polled
-the three sections of seniors who are now taking the course
) to find ‘out what they think is wrong with ‘the course and what
: could be'done to improve it. You found that these students
are tdking the course because it's an "easy senior. elective."
The students generally agreed that the content of the course
is "duld"‘and "irrelevant." They claimed that understanding . R
real problems of democracy today doesn't come from Tearning : -
. about how a bill becomes a law or from reading.a cjvics and -
" government textbook. They would like to be more involved in
the ‘course,” but they feel furned off and alienated by what °
- they have to. study. - . ’ ‘ '
. L . ! . L , -
’ You and three teachers in your.social studies department are 0o,
trying to revisé the course in the hapes of making it more ~ ‘
“appealing to future Students. ‘Right now, ‘you're working en -
an. instructionaj plan for the opening-unif in the course, . Ypu - \
have decided tolstart where the students are by focusing the, L., \\ e
‘unit on o]iticéi'b1ien tion among young people. You're : e

", hoping that Mr. Snyder p Tocate some - . \ ‘
. ~ appropriate materials to yse in_ this two-week unit. Do T :
. " ! ‘ i :ﬂ\: e ¢ ‘ . . (OV.er) , * . - \ , i
“ g .o R ":;': ;;‘ L e . . - e .. -\ I
. 9 " N . N ot -
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_ When the EIC asks you: about the type of‘informatién;yqu{need and when you
need it, give the following response: . o .

s
o

3 R B L <
s Within the next two weeks, your commitiee wou1g Tike to
start reviewing some-sample instructional materidls to use ’
in the unit. You would also be interested in Qeeing any
evatuation reports and teachers' comments on the use of
these materials. Your committee has to‘have a final plan™
«for the unit in about six weeks. .
~ PROVIDE THE FOLLOWING INFORMATION ONLY IF AND WHEN THE EIC ASKS FOR IT
DO NOT VOLUNTEER THIS INFORMATION. . ; -

.
ﬁ‘)’
~ #F

L S ‘. % '
TF the EIC asks you to describe more specifically what type of information
you're looking for, glve him one or two of the following responses. ‘Let -
him probe for the addytional information. _ . = ’ '

You want to use some qurrent,,pub]iéhed ﬁateria?s\
to plug in as the content for this unit, if there

are any available and if they are:not too expensive.

. The materials must‘be‘ggahle,with students.of - |
daryi‘ng abilities., . I oo :

Lt
3y

. " The materials should provide for activity-oriented -
situations for students, rathér than teacher:lecture

/or,@igh1y directive situations. ) C

The' content.myst be directly related to dr)i]?ustfative

of problems. of political alienation. *(Improvise problem

“areas; if the EIC asks for examples.) ‘L

*

~ .The materials must help_students tdidevelph understanding -
I of and some basic skills in social scierice methodology .-~
« and processes. TR - ° 'ﬁ* J

O If thé IC asks you about .the goals for the unit, jindicate that you plan to -
~ ~develop{specific.objectives after you have reviewed some.materials,” but that
ave the following goals in mind: | ;/”// :

.\ To idedfify.soﬁrces of‘pb1itica1 be]iéfﬁ;léttitudes}
-and values and their effects 99,p61j ical behavior. . *

T6 -develop understanding of attitudes, ethical . °t

standards, and;behavioral patterns which can affect -

the citizen's sense of political &fficacy.

4

i

#

c.nftdydegcribe the %e1&f¥éﬁ§%ip'bétween‘sensé of political efficacy
" Zdnd degree of political alienation. y .

‘5'3;\:%?“ = : . ’ . '.. '.:.c .Q ' . .

d.. To identify causes and effectstof political alienation among

“students.. 7 e - CoL , . , k

e e

RN B /. "

2 Ly ‘ ..

-t K ‘
.‘ * . .
. . .
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o . Observer Rdle ° \
* . - - N - . > w0t

R -

In this role, -your task is to dbserve, Tisten to, and evaluate.a .
.negotiation bekween a Client arid an EIC. 1he EIC; Lee Snyder) will -
interview a client, Meredith Ryan, who is chairman of a high school
social studies department, about a curriculum problem.and the . information
needed to solve the problem. You will act as a detached and ‘objective
participant; you do not: take any active part'in their interview.

You have several tasks to complete: .
Before the EIC and Client begin tkeir negotiation, read the
“questions on the attached Observer Checklist. * These djtems ask
you about the effectiveness of the negotiation and about the
-performances' of the EIC and the Client. Although you will not
fi11 out the Checklist until after the interview.is completed,
you should be as'fami}iar as possible with the, questions so that
you-will know -what to look for when the EIC and,Client are :

negotiating the problem.

Scan the Observer Checklist occasionally as you listen jo and. .
observe the EIC and Client to remind yourself of the things to
... ook for in the negotiation. Do not try to answer any of the
-questions\while the interviey is still in progress. F A
.&*W"‘“"'._,- . ol " . . ' .
__After the=gIC and Client have concluded their negotiation, take
" "Fabout ten minutes to.fill out the Observation Checklist. Be
sure to answer all items. ,

IR A

‘When you have completed the Checklist, you wilt have about "ten

? minutes to give your two colleagues some feedback on their
performance.. Go over your responses to any ques tions on the
Checklist which-assess their effectiveness in’the roles of EIC
and Client. When_ you have -finished, give your fjlled-in "~

Observer Checklist ig*the EIGF

3 e -

A .

a
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Oﬁserver Chetk]ist L .

o
\

" For each of the fo]low1ng 1tems, c1rt1e the letter. that most nearly corresponds

with your observat1on concerning the interaction betwéen EIC and C11ent Be

»sure to answer each item.

1. Did the EIC help thé CTient §.
" 'state what his problem was?
a. Noj 'not at all™ _ -
. be.. Yes, ‘helped somewhat
. ¢.” Yes, helped cofsiderably
d. Yes, actively helped .
-e. ‘Cannot say ‘
: [ a-
2. Did the EIC help the C11ent
clarify what he neéHedZ
: 7.
.a. No, didn't he}p at all .
b. Yes, vaguely .«
c. Yes, somewhat -
d. VYes, a great deal S
e. Cannot say

3. 'Did the EIC listen to the
Client's problem? =~ -

.a. Didn't pay attention
‘b. Listened, buj seemed to .
be easily distracted
L. Paid clqu attention
d. Don t kn .
4. Did the EIC communfcate to the
Client that he unders¢ood the
prob]em7 , **, C A "

a. Cdmmunlcated thﬁ% ﬁ%ry well
b.. Mostly communicated- this
*c. Part1a11y communicate this /
d. - Didn't comminicate thiseat all
e. Don't know ~ -
Tb what extent did the questions.
~asked by the EIC actyally help:
iwathe C11ent to Llanify h1s problems?
a.. Didn't he]p at al 2,
" Helped somewhat
Was extremé]y‘help%ul
- Couldn't tell

. .
s /
A
a
.

L4

-

K3

T
By

. 104

9.

,D1d the EIC ask quest1ons
which indicated that he. had /
a clear grasp of what the .
Client had sa1d7 : -

B -t
a. Rarely T e
b. Occasionally
c. Frequently ) R
d. Regularly .
e. Can't say
Ve

Did the EIC make any effort

to find out abolit the Client's
personal motivation, feelings,
or att1tudes toward the problem?

=~ '

No effort

.~ Little effort

Some effort

A great deal of effort
Cannot say .

(-3 =S o K @ g o]
- . ‘e .

Did the EIC 1nd1cate through.”.
his general demeanor, posture,

. or gesturds (such as nodding

his head, murmuring "uh-huh,"
sm111ng, etc.) that he was en-
couraging the Client to continue
to elaborate -and discuss the
prob]em7

£

. Not at all

a
b. Intermittently .']
c. Frequent]y o
. d. Very frequent]y '
e. Cannot say -

Did the EIC ask the Client
repetitive questions?,
/

a. Very frequént{y T .
b. Frequently ™ ' -
c. Occdsionally '
.d. Rarely

e. Don't know

S .(over) .
- - FWLERD 1/72
E
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-12. Did the EIC ask t

During the interyiew, d1d
the EIC restate or paraphrase
the Client' s_prob]em.correct]y?

10.°

.

a. Completely correct .
b. .Mostly correct
c. Partially correct

. d. Not at all

)

- e. Don't reg:nber o,
. 11.Did the EIC adk whéther the- . .
Client was familiar or had any e . '
IR § Partfa]ly“ or “No, .explain.

previous experience with this :
type of problem? -

.a. Ye$ . i
b. Hinted ) -
-.¢. No
d.- Don't remember

-

gﬁ
Client what
assistance he ected to. get
from the EIC? )

s ¥

a. Yes - g

b. No ° . e
.~ Don't remember o
&

- The following questions concern the Client's reactions to questions asked by
Circle the letter that most nearly corresponds with your opinion

the EIC.

of the interaction between EIC and C]ient.
~ .

How did the Client react to

the EIC's questions?

15.

a. Unresgons1ve

* b. Slightly responsive -
c. Respons1ve
d. Extreme]y respo e
e. Don't remember ns\\

16. ‘How well did ‘the C]1ent appear
to understand the EIC' s quesgaons?

. a. Clearly // -~
b. With some understahd1ng
¢. Vaguely .
d. Not at all

. e. Cannot say '

»

s

Comments: - (Use other side, if necessar§j).

W
r

s - .
-
.

44")~>A

- ‘\
' \

y a "*Lf-v“m~ft105'

agree on the course of action )
to be taken (that is, agree
on what-information was needed
and -when) before termfnating

their 1nterview? P
a. Yes .
b. Partially

c. No

d. Don't remember

£

W@{\ FERA

’ .

14. Did the C]ient agree that the
« search terms suggested by the
. EIC were descriptive of the
problem they had discussed?

a. \No, none were descriptive
b. " Yes', agreed some were

c. Yes, agreed most were

d. Yes, agreed all were

e. Don't remember

\, .

7. How did the C]ig\t appear.it
thé conclusigp of the interview.

a. Lost - 4

. bt Not fully sattsf1ed
c. Satisfied
d. - .Don* t remenber

. ':“g(
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® None. .
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= _ . - L
Element 1:. Negotiating 'a Real Client Prob lem o :

. The ro]e—pf’aying exercise you will do during Team Séssion No. 4 will

provide an opportunity for each of-you to.apply what _you have .learned

thus far about the negotiatioen process. You will, af that time., begin

the process of fulfilling another team member's: request_for information -

on an educational problem of special personal interest. This is the

“real" problem which, as you know, is the basis for your major assign-

ment during this training. . ) : - N

In the role-playing exercise, each of you will have an opportunity to s«
actfas: (1) an EIC, to negotiate the real prohlem of ancther team )
merber; (2) a Client, to present your prepared problem and infortiation

] request; and (3) an’Observer, to evaluate negotiation interviews your
=\ teamwill complete. | . - X, T ‘

-

o

Before the Team Séssion, réview carefully thé‘ ne‘gotihtion«éheck-fist you
designed: and the prob}ém statement you will negotiate with one of your
team members. s N - ‘ .

b}

Element 2: Questioning in ‘the Négdtiation Rrocess,ﬁ; R
. : : : L
\

The following points relevant to intenvi

C n\v‘lew'techniqueshqu‘la bé borne~in
.. mind as you prepare for negotiating the real client problem:* . y

L. An intervidwer geﬁe’ra]]y‘shoulc\f“open an interview by asking \
. factual nonthreatenj,ng questions. ‘

.2.. The interviewer should locate the major dafa'by.unsfr.‘qcturéd

*lead" questions. . ¢ ~ -
» . . - e - . _- . - N . - e
3. The interviewer should make use of occasional guide quéstions. -
. _ . .. . e ‘ “ice ¢ ‘ s )
e 4. The interviever should make an effort to pick up leads.. -

' . N » g
5.© The interviewer should cut through generaTities with -«
well-formulated probes. - . -

©y

. f . SN . . (cont"inue&)
c e dpe ,

s,
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6. The interviewer should reflect on the meaning of emergi ng ’déta ‘
. ‘and ask questions that clarjfy or amplify their meaning for R
the. research problem. : '

» @,

7. The interviewer. should try»to.}*edi‘rect the intervies to more- -

fruitful topics when useful data are not emergirg. -
"8." The intefViewer should be alert fg “touchy" subject matters and" .-
-« , MOt just blunder in.* > . e - .

A

*Excerpted from Carter V. Gf)od. ‘Introduction to educational

) . research: . methodology of design in the behavioral and social
“sciences., : Appleton- ntury-Crofts,

. . b. 294, - ' K

¢ . - ~

There are various .types of ‘questions which you, as an EIC, can ask during

~ ~ a negotiation interview--either in-a face-to-face or telephone.situation=-
(a) to help the client define his problem specifically, (b).to help him

describe the information and/or service needed, and (c) to develop clear.-

.and correct upderstanding of the client's problem, and infomgfion figed:~ B

1. Factual~-to eli¢it essential data about the client and his
° problem. - '

A 1

-

2. Definition--to find out the exact reaning of terms or references
* . the client uses or makes. - o, o

’

’ '3, Interpretive o.r C]arifying~~to‘o'6t in mutual understandi\ﬁg of. =
X .what the cTient said, has agreed €o, indi cated he wanted, etc. =~ ¢
. . * 3 ~ ﬁ ‘, - ’
Ny .4, Probing or Focusing--to get the client to reveal essential -
- .~ . 1pformation<pertinent to the problem or its solution and to .
: ) /éncou‘rage the client to refine or define his problem specifically. -
. , - . N : N . M “ ’ N -
- . These types of questions are not mutually exclusive. One question in
. itself can serve more than one of the above purposes, i.e,, it ‘can . o
sipultaneoysly ask for facts », define, focus down, and/or clarify the .
client's <problem. . . : K
PR co . G
! » L . S w - ‘. s -
V] » - / ’
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) . For a team of 3: 1 L “ .
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" - Y T . . Problem Negotiatjon Numbers "
i | v . - , o N
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. negotiation. - S ~ i e Ty : .
v . ., : 1
- SR s < -

. ’
- -

s v . Lot e ° ‘ .. /
N T v Module: Negotiation II
’ ; . - . . ._7 B . .\’ ,
-t - \ ’ . - ’
R v . TEAM ACTIVITY, GUIDE , .
< - LN - R . . .
. Session No, 4 T B e |
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.Time: 165-225 winutes ) oo ) ; <.
Materials Neéded:.' : o . A €
T Self-designed Negotiation Checklist - S ’ .
Obsexver Checklist (in "Paper Trail" section)- oL . .- B
Trainee/Client Problem Statement - - _ oy Ny )
Equipment«Needeq: . et ; ) o w B
None. AR o LT T

.- cheeklist when acting as EI€. (Team members who have not designed -a check- o '

L :‘ - . ~ 2 , - * ; .
\ . e . ~ v, & [’
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Element 1: Negotiating a Real Client Problem <« _ ' Time: . 100-160 min.*
3 . ~ T

T E

.

Step One® Remember, you will be Lsfng youh‘se]f—dééigngh negéfiation

list can folTow the outline of the EIC Negotiation Checklist provided.in the -
Training Manual. )~ The copies of thé Observer Checklist needed .are in the
"Papen‘Trail“ section of the Training Manual. . - !

3

-4
s
-

Step Two (10 min.): Assign team.members,a.letter designation of A, B, C, D,

»»x or E. " Refer to the following procedural dia rams for-role rotation, <N )
depending on tfie size of the ‘team,.i.e¥, 3, 2, or 5 members.” The diagrams’. . 4
indicate which role each team member willplay during negotiation of'each ' = - °

L prob]em;'écqording,to‘the letter desfignation ‘assigned to him or her. _ r W

. N . v ! \ . 7,

’

" {continued). -




.o his completed- form to the EIC.--The EIC should file the form(s) and hiﬁ«:\ <
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Iy For a team of 4;: ' .

¢ Yy e

Problem Negotiation Numbers - .

. 4
o ‘Role. - ] 3 . 4

i

EIC A
. ECHenj: ' B
T C
D

N

" ;Qbserver I

A ‘Observer II ‘B . (s /\ PO ~
- N . - N ! A . . -
i - H 1 -

. ) _For a team of 5: - e ~ |
» ' .

s " ’
- : . . " .| Problem Negotiation Numbers
o \.b. . ., ~ g ] u {

OO ™ o (N
W o .o

N 1 11T 2 3 7 3

.~ - EIC
w.: - €fent
T . “lobserver 1
- :6bserver I1
_:Observer 111
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w e,

i
|
h
i
.

(g N =~ B ]
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E
A
B
c
D
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s
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{
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X For example, team\member B will be the first on the team-to act as Client
f‘. ) and will present his problem to team member A,-acting as. the EIC -Moving
then to Problem Negotiation Number 2, team’ member B assumes the rote of
. Observer, while team member A acts as Cliedt, and so forth. ‘

Step Three (90-150 min.): MNegétiate. the problems. The timeé schedule must
- . be adheréd to closely in order to. complete the éxercise. The amount of timg.- -
ot allotted for €ach problem negotiation is as follws: 15 minutes for the EIC -
" and Client.to negotiate the problem; followed by 15 minutes aumlg which ’
rthe Observer(s) €i11 out the Observer Checklist(s) and, then, give verba] -
feedback £o the EIC and Client based on the ratings recorded on, the *

S Checklists. - CoL ‘ .

m/ ’ : 3 ° e ”' ) -
* It is important that, after-each problem negotiation, each. Obsérver gives

» completed negotiation checklist in the "Paper Trail" section of his Tri#¥n
Manual.” These forms will be used fqr reference and review in later moduTes.

-
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" Element 2: Questioning in ‘the Negotiation Process - - Time:_ 35 min, ;

Step One (10 min.): Review and discuss interview techniques. .. Relate -
experiences and skills used in the role-playing exercise with those Just e
used in the negotiations .of the real client problems. You might want to

review the points for discussion of interview techniques listed in ‘the

Individual Activity Guide for Team Sgssion)é. 4, o

Step Two (15 min.): Discuss the article by Iiobert S. Tqy]o?you read . |
préviously. - Focus on his concept of "levels" of questions and how ™

‘questioning elicits the five general types of irformation needed for search ) |
definition.in ‘libraries. Compare this to negptiation as defined in the EIC i’
role. . . ’ o .

‘&  Elemente3: Evaluation . ' ’ Time: 30 min. _

. -~

»

Complete the Performance Evaluation and mai 1 it in the enclosed envelope.
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Module: Negotiation. II

_ TEAM ACTIVITY GUIDE |

Fl

Ca e v . Performance-Evaluation
s

-

($) A Evaluate, ‘in a parhagrlaph, or two, the definition of the negotation _
. process in light of the negotiation interviews you have heard’,,, ‘

role-played, and actually, conducted on a real client problem.

B. Assess your individual achieverment of ‘objectives for this module,
evaluating strengths, and weaknesses observed in your own . perform-
ance of the protess. After reading each of the- items below; circle
the number which'most nearly corresponds with.your qpinion-of your

abtlity to: <

Not at ‘Very
o o A1l Well
' 1. Define the process of?:;§n¢iation within . 1 2 "3 g4 .
, " the context of the EIC role. - . :
. - . T ~ [N \\\ ]
2. Explain the efféct(s) of the negotiation =~ ~ 1 2 3 4.
. process on’performancewgf'the,EIC role. '
‘-‘\.‘- - N » - s - .' N -
», 3. Ask questions. about.a client's.problem s r 2 3 .4
¢ which eTicit information essential toa ° . - .
-~ " precise formulation. of the search request. C N
/ 4. Guide face-to-face interviews ‘in arder to: . 1 2 3 4 .
(a) interpret and ¢larify a client's jnfor-. 2 oL
. ~ " mation needs and (b) set priorities. among \
e, . them. S “
5 ‘ X - « . '?, 3 ’z;«\
5. Make general inferences-as to the-client's 1 2 .3:4 : ~
concerns , motivations, and Ieve]_of expertise . : L.

in terms of the problem area. . .- _ oL

‘6. Compose precise written and oral desciiptions 1 2 3 4
- of a client's problem. - . .

7. Formulate.a satisfactory contract with a 1 2 3 4
client for.the servide(s) to be provi ded. ‘

+ 8. Recognize whether the statement of aclient's 1 .2 3 4
: problem requires further clarification, - o )
. - analysis; or redefinition:
T omene R ‘ . o . . N .
: 9. Question, discuss-, and secure relevant 1 2.3 4 .. -
' . - information from a client when there is a .
£ B needto_;gge_fin‘g or restate the probiem.

R




" THE PAPER TRAIL

1. 'Client's Prbbieﬁ S%atement

-EIC Negot1at1on Check11st
Observer Check11sts

Search Referra] Fonﬁ

Search_ Procedure Fonn

Transformat1on Check11st

EIC/C11ent Cdﬁﬁiﬁ1catipﬂfﬁheck11sts
,éﬁﬁent Feedback Form ~f}2ﬁ'

E}C>Se1fiEva1uatioﬁ Form

i




THE PAPER TRAIL

'
Y ' £ *

~
.

The following-documents constitute what can be térmed a "paper trail."
These forms 3re records of the decisions you have made and actions you
. have taken as -you, in an-EIC role, serveg@yqur cliept. ° -

The forms-ake designed especially. for training purpgses--to provide you
a With a concrete record of your significant behaviors in performing the
- ".processes of Negotiation, Retrieval, Transformation, Communication and

- Evaluatiom. “Some*of thesé .forms--or ones compérable to them--cou]d also

be used as aids to on-the-job performance of this role. These would

-

include: EJIC Negotiation Checklist; Search Referral Form; Trans ormatiog

Checklist; and Client Feedback Form. ] . S

<

Careful recordi%g-and, later, analysis of these forms should help you to
critique the strengths’ and ‘weaknesses of your.performance as an EIC and
should help yoy ‘to snake subsequent searches efficient, comprehensive,
and<objective. ' #.z - . . . ’ .
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; T Qbserver Checklist ¢ L0

Ay

s

At

, For_each of the *?oﬂowing items, circle the Tetter that most nearly {:erespo'nds

with\yokiyggpse?vation concerning the _intgractionvbetween Efc and Ch‘ehi_:, Be
sure to answwer each 1item. ' ' - '

1. _Did the EIG help the Client - 6. . Did the EIC ask questions
’ - state what his 'problem was?  ° . - Which indicated that he had
o N S - “ a clear grasp of-'what the
mrrrlone a. No, not at all- ) Client had said? ‘
b. Ves, helped -somewhat ‘ ‘ e,
c. Yes, helped considerably a. ‘Rarely . ) ' ’
d. Yes, actively helped, b. Occasionally:, . °
. Cannot say c. Frequently .
s ' . d. Regularly .
2. Did the EIC help the Client e. Can't say ’
" clarify what he needed? , : T
: b 7. Did the EIC make any effort
" a. No. didn't help at all to find out about the Client's
. b. VYes. vaguely s h personal motivation, feelings,
c. VYes. somewhat - 7 7, or attitudes toward the problem? °
d. Yes. a great deal S
e. Carmot say +~ : A. No effort
) ‘ b. Little effort -
+ 3., Dic thé EIC Tisten to the ~  c. ASome effort N -
Cliert's«problem? d. A great deal_of effort .
CN » e. Cannot say %
a. Didn't pay attention e . .
b. iListened, but seemed to . 8. Did the EIC jindicate through
: be easily distracted his.general demeanor, posture,
c..Paid closg attention - =~ or gestures (such as noddifig.x
~ d. Dor't know. ‘ B ' his head, murmur:ng-"uh-huh,"
) - - . . smiling, etc.) that he was en-.
4.. Did tha £IC communicate to the . couraging the Client to continue
- Client that ne understood the . . . to elaborate and discuss the
problem? p " problem? ¢ \
. . - .o .
. Cormunicated this very well . Ma. Notatall A .
« 3+ . Mostly communicated this " © b, Ihtermittently
& ~Partially communicate this 7 ¢. .Frequently - ° .
* d. DidA't ‘comminicate this at all d. Very freguently .
e. Don:t know .. o . _e. Cannot*vsays,,;'; *

5. To.what extent did the questions - 9. pig the EIC ask the Client
asked by the EIC actually help repetitive questions?
the ~(3_1'3e‘nt to clarify his problems? .-~ . .

t

e : . a. Very freguently .

a.".Didn't hefp at all b.- Frequently -

b. Heiped somewhat ) . C.- Occasionally ~. s~

c, Was extremely*helpful - ) d. .Rarely Lo
~ d. Couldn't tell. . . -, e. Don't know
. - R Y . ' ' ‘ - 'y M 1

\ . . v ’ - . . . .
.. 2T B - , ., .1 fover) —
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10. During the interview, did
. the EIC restate or paraphrase
the Client's problem correctly?

Completely correct
Mostly correct
Partially correct”
Not at.all

Don't remember

© o0 T

11. Did the EIC ask whether the v

Client was familiar or had any
" previous exper1énse w1th th1s
.type of problem?’

a. Yes o .

b. Hinted

c. No «
d. Don t remember

12. Did the EIC ask the Client what
. .assdstance he e&pected to get s

from the, EIC? '15
a. Yes
b. No - »f

C.. Don t remember

'

13. Did the Client and the EIC~ '+ ¢
: agree on the course of actiop
to be taken (that is, agree.
on what information was needed
and-when) before terminating
the1r 1nterv1ew?

.a. Yes
‘ ‘ b. Partially
C.. No’
r, d. -Don' t remember . TR
- . .
- If “Part1a11y" or "No," exp1a1n
N .why

A i

", 14. _Did the C11ent agree that ‘the.

+ - search terms-suggested by the
EIC were descriptive of«the ~
problem they had discussed? -,

- . oy .
go, none were. descriptive .
es, agreed some were
Yes, agreed.most were .
Yes, agreed all were
Don't® remember

- ' -
o« - Ld
1 . , -
.

gbo.oo‘m

The foltowing questions coricern the Client's react1ons to questions asked by

the EIC. .Circle the letter

i M
115
- < " ‘yt
] b N
» ¥
(

at most nearly Gorresponds with your 0p1n10n

of the 1nteract1on between EIC and Client. . ~ . .
15. How did the‘C]ient react to 17.. How did ‘the Client appkar at
the EICEs questions? . .. M the conc]us1on of the interview.
. L F ) - , N * a
a. Unresponsive - . Lost
b. Slightly responsive . ’ b a Not fully sat1sf1ed
c. Responsive et ‘ ce Satisfied”’ -
d. Extremely“responsive " da Don't remember \
e. Don't remember ) ) \\ ,
: ~. 3t . ! P
16. How well did the Client appear N, A , .
. to“understand the ﬁIC S quest1ons7' . \ - -
a. Clearly .. . ‘ \5\\ : ’ S
b. With some understanding- . ' , CNL - ‘
c. Vaguely ‘ o " .
d. Not 3; all :
e. Cannot say .
Céﬁﬁents:‘ (Use other side, if necessary.) ' L i .




Obsekver Checklist

?dr‘eaph’of the fo]lo&ing items, circle the letter that most neayly co?respdnds
with youyr observation concerning the interaction between E;C.and{Q]ient.‘ Be
" sure’tq answer each item. ‘ )

, . - Co ,
» .1, Didithe.BIC held the Client & 6. Did™thesElC.ask questions
oo 7 state'Wwhat his -oroblem was? - which indicated tha%\ﬁé‘hgd«.;:.
o ® a clear grasp of.what-the
Client had said? - : e
. Yes, helped somewhat : ) 5
. . Yes, beTped considerably a. Rarely .
. Yes, actively helped ‘ " b. Occasionally
. Garnot say : . - Frequently
I C . . Regularly
Did the EIC help the Client . . Can't say
. clarify what he needed? - )

.+ No, not atrail

a
b
c
d
e

7. Did the EIG make 'any effort
Ne, didn't help at all to find out about the Client's
Yes, vaguely ‘ personal motivation, feelings,
Ves. somewhat . or attitudes toward the problem?
Yes, a great deal ) ' ’
Cannot say o . No effort

. , g, ‘ ‘ . Little effort
. 3. Did the EIC listenyto the, ~ . Some effort-
Client's probiem? *~ d. A_great deal of effort

: , : . Cannot say b ,;
Didn't pay attention \ .

Listened. but seemed 8. Did the EIC indicate through .
be easily distracted "is general demegnor, posture, °

Paid clese attentio or gestures (such as nodding

Don't’ know e his head, murmuring “uh-huh,"

‘ . . Lo smiling, etc.) that %e was en- .
4. Did the EIC communicate to the couraging the Client fo continue:-
Client that he understood the to elaborate and discuss the.

problem? . oroblem? C T

-

<«
Communica%éd this very well" a. Not at amn
Mostly communicated this b. Intemittently °
Partially communicate this '\;\ c. Frequently 7
Didn't communicate this at all: .¢. Very frequently
Don't know - o : \\ ' e. .€annot say ,
5. 'To what extent did the-guestions’ .9, Dbid the EIC ask the Client
~ asked by the EIC actually help ' epetitive.questions?
) the Client fo .clarify fji/pro Tems? NS . P
B L ) . " a. Very“frequertly -
. Didn't help at a1 b.  Frequently ™ . ..
. Helped somewhat”™ - - "** " c. Occasionally
] d. .
“e.

was.”féxtreme helpfyl Rarely g l*«\ e
Couldn'ttel . Don 't know

SN

A ’o
£5
(over) .7
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Dur1ng the interview,. did -
the EIC restate or paraphrase
the Client' s prob]em correct]y?

Comp]ete]y correct
Mostly correct -
Partially correct’
Not at all - *~
Don t remember

Did the EIC ask whether the
Client was familiar or had any

- previous experience with this
type of problem?

. Yes
‘Hinted
No
Don't remember
.Did the EIC ask the C11ent what
assistance the expected to get

f EIC?
on e £0

Ca. Yeso
No -

c. Don’y remember

» * ;“' -4
kA

S .

13 B1d the C1TEnt°and the EIC-

: ee 'on.the course of action
. to be: taken (that is, agree
" on what information was needed
and when) before. terminating
“their interview?

a. Yes

by Partially .

c.” No -

d. Don't remember

" If "Part1a11y“ or. “No," exp1a1n* ~
Wh‘y ,’ ’ * 5',“»2&"*}:“.% "y

* .r'
.

- n
Ry
g

14\ D1d the Chent agree that thiee ™
search .’rms sugges ted by the :
EIC were descriptive “of ithe . =
prob]em they. had d1scu§sed?

No HKhone were descr1pt1ve
Yes, agreed some were.
Yes, -agreed most were
d) Yesé agreed all were
e. . Don't remember

o

The following quest1ons concern the Client's reactions to quest1ons asked by

the EIC.
_of the 1nteract1on between EIC and Client,
15. 'How did the C11ent react to . )
. the_EIC's questions?
A
a. «Unresponsive
b. S]ight]yvrespons1ve
. €. Responsive )
d Extreme]y respons1ve
e. DOn t remember -

-'How Wel1 djd the G]1ent appear .
. to unders the EIC's quest1ons? L
. 5. C]éar]y ‘

" “b. With-some understanding

* c.’ Vaguely - .

d. Not-at all

e. Cahnot say 3

Comment5°; (Use other 51de, 1f neceSsary )

Circle the letter that most nearly corresponds w1th your opinion

p—

o * A - -

. 17. How did the Client appear at
« the conclusion of the interview.

a.’ Lost e
b. Not fuﬂ1y sat1sf1edv J
c. Satisfied o

d. Ron't remember .-

1

~
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STEP FIVE:* LIST CITATIONS
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. S ‘ ransformation Checklist .=, /// R
o s N 4 - ) - .. .
“Client: ] J - Date -Information Received: . N, ' . - T
°  Position: ' L Date_Package Completed: - ' ~ - .
Scho*b]/Distr.ict: - . , Date Package Needed: - ' )
" Hddress: v i L. ' ‘ ’ ﬁhoqe’: ] e ) "
. . . . N ¥ - - ] ' oo . . . N\ ‘
1. Delivery Hode: - : - ., . -
____Telephone _ ____tetter, Memo , - ___Direct - 7

—— - — ’

2. Pz;ckage Utilization Aids Tnc]uded ' '/! 7 . ’ T
-~ . List of Contents =~ - Instructions for Use Oth?r'(Specify: )

o Descrip{lon of Contents " Suggestions for Review Priorities p S
' 8. Package Contents: . . : . . g ' .
P P * . - N . .
- ) 2 = : .
. - _ Item Selected /o ., L Delivery Form
Author/ « N - " Type -of ' Micro-|[Phbto-| -{Re- :
Source ) Title . Date | 1nfoymation Format fiche |copy ‘% Loan “y5a5e —_—
N g N 3 . 3 .. *
e ‘ } > ,‘ N . ) . - - ) e \'
-.-é; ,
,e . oL 4 . . . .
e ‘ -
- \‘ \ ~
Y - ke -
. \ . -
° > . .: >,
g /
R * ~ 3 .
. / . ‘ ‘"
LT iy ’
i ~ % ) - - . *
’ A ' °

,.
(
?
!

. ) o ‘ B Packgge“prel'aa‘redvby: . T Y

. . . ) . . - . . D ‘ .
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]
- ke

.. . ?*r,.‘é " . L
Tl S . . ;. - -
N ) : . " ¢ . < ) . e . -
* * - 4 - N ) v - . ’ AV - ' " T PP
¢ The EIC/Client Communicatfon Chetcklist '~ , il 38
.'\. . . \Y t. K ’ : - . . e ) ‘. . ' .
. < Notes-on__ » - - e e %L;. SRR
. , = e (EICTs™ name) o
- P . P - -
- . , *
- P / , e . , ... . D .
Instructions. .Observing others as théy convey information they have’ o
. gathered will sharpen your pwn conmunication skills. Heightene_&'awareness -
. of how others handle transactions of the,type we hdve been studying will (I
' leag to more accurate pereéption of.one'™s own ‘performance under sjmilar « .. -
circumstances. ‘ L - ﬁ/ L C
3 ~ C ) D \
* Eamiliarize yourself with this _form before the ‘EIC and Client begin. ¥
- Listen carefully-when information is exchanged and ‘a1so" observe, the style
v with which the EIC communicates, Perhaps you will obsérve something you ..
do not understand. -Questions about techniques or comments about the progress
.0f"the interview may occur to yeu. Jot them down in the space provided.' ‘
- Do nét. Tet this distradt you from observing, however. .. ° .
After the interyiew is over, .check-the one response to each of -the~ -
fo]]pwjn\g questions which most closel approximates your observation of
- how and what took place dyring the $IC/Client communication interview. -
buring the conmum'catio‘n intet*yiew, did thg-EIC. S 7 : !
1. Attempt to restate the client's 4, _Suggest’ w\ays”-‘té use the i’nforn]‘atioﬁ? .
problem? . . I -0 - Co-
- a. Not at all - e
a. No, not at aTll . . b: Only a few.' 1
b. Yes, made a brief attempt | ~ c. Some suggestions made °. .
c. Yes, restated d. ExceTlent suggestipns made - %~
d. Do not know . e. Cannpt say ~ .
- 2. \Make reference to the '\'co.ntract"?v 5. Explain the. liimitations -0F— 2,
. :;n < " y . the: packet? . Y,
&% . a.. Ng, not at a R .
g»@’“ Ygs briefly - . o, a. . qug/ac/omﬁle{e ‘explanation . o
_ . C. Yes, clearly made reference { " b ~<Touyched on the subject - T
d. Do not know S "¢ Made no.mention : o
. - . _® -d. Do not remember ¢ .
3., Explain the organization of the _ A - o 7
* information in the client's 6. Explain how client tan obtain
"package"? ., L additional infpymation?” ‘- °
. a. Gave a‘'good explanation. - . ") No éxp]'anation'made 0
b. Made some effort to explain- b. Briefly mentioned other
c. Made rio .apparent attempt to - . . possibilities -
- explain - v c. -Explanation of other
. d. -Cannot say- N _.possible sources.
~ . ‘ d.“Cannot'say -. |
N’ ‘? i - . ¢ -‘"'; * ) - ’ - - o
N R . - ! (oye ) .
Ly o122 ‘ .. % " FWLERD\1/72
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-~ k ‘ _ . |
s v 7+ Make evaluative judgment(s) . 12. Convey the information in.a
: about the quality of thijf .+ confident and believable
spec1f1c packet? , ] ‘—emanner? © "
- a.” Yes, explicitly ~_ . ' “al Yes . a
b. Yes, vaguely . b. «Haltingly
.c. No, not at all’ ¢! No -
d. Did not.notice : d, Cannot make a Judgment
) 8. State his_level of competence 13.  Conduct the 1nterv1ew with
‘to select, ‘make judgments : ease? _

-about re]evance and trans-

form information? _ -~ a. Yes .
~—— : - b. ‘Somewhat nervous]y

a, Clearly stated ‘c. No .

. b. Mentioned briefly d. Cannot say:
. . _"c. No mentionsmade : ' .o
= . d.- Cannot say . 14. Did thé extent and the depth
° SRV of the search-seem consistent

9. Offer add1t1ona] help to ~ with. the client's request?

. elignt? - " ‘
~. \f . . Yesﬁ ) . "
Nor, did not offer .” Apparently . i

a0 oo

. b. Mentioned casually No -
- c. Made a-\definite offer * Cannot say :
- ‘d. Cannot say ‘ i < ’ .
: . T 15. + Did the client express, *
10. Listen carefully. to the c]1ent s . verbally, satisfaction with-
quest1ons7 . fj . “the service he received?
. ¢
a. Pa1d close attentlon . a. Yes -,
. b. Seemed somewhat distracted ¥ b, With Some apparent ‘
c. . Did not pay attentqon ‘e . reservation
d. Cannot say [ = ‘ c. - No
N T [ ~ 4. -Cannot. say .
"R, 1. ‘React pos1t1ve]y to nonverba : o T
commun1cat1on frow the c]1en : 16. Did the client indicate
i . dissatisfaction, non-
) ) a. - Had a positive feact1on : . verba]]y, concerning the-
L . b. "Had an occasional - servicé he received? +
oo ¢ : reaction :
) c. Had no reaction whatsoever a. Yes, stroigly 1nd1cated
d. Cannot say . . b. Apparent dissatisfaction

. o .. > .cs No indication ‘
, 7 : Lo d. 'Efgpgt say :

Suggest1ons td‘the EIC for more effective communlcatlon

-

- . .d B
e
Ld - '
- -
c 7 - ©
T e . £ . . . N
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e ’ » 3 - L
IS L2 e s C e
e - - . N . . . ” . - . . “
v . < L ” N
.t -~ . A N . » PO A N
N & . . . . é,ﬁf < . ~ .
R et rovanin o ) ‘ . TR ' s I




“

°
*end
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. L] /
- ' . Notes on - s
. - ‘ . {EIC"s name] . T

° " . L -

. w

Instructions. Observing others as they convey information they have o,
gathered will sharpen your own communjication skills. Heightened awareness )
‘of how others handle transactions of the fype we have been studying will ./
lead to more accurate perceptich of one's own performance under similar
circum;tances. . : , . : . //
Familiarize yourself with this form before the EIC and Client begin.
Listen carefully when information is exchanged and also observe the style
with which the EIC communicates. Perhaps you wiTl observe something you .
do not understand. Questions about techniques or comments- about the progress
of the interview may occur to you. dJot them down in the space provided.. - -
Do not let this distract you frem observing, however. ‘
~ After the interview is' over, cheéck the one respomse to edch of the

following questions which most closely approximates your observation of -

\ how and'what took place during the EIC/C1ient communication interview.

During the communication interview,.did the EIC. . . o
1. Attempt to restate the client's 4. Suggest ways to use the information?
problem? - : , '
. . a. Not'at all

" a. ~Ho, not at all N b. Only a_few,
b. Yes, made a brief attempt c. Some suggestions mdde
c. Yes,.restated - ~* d. Excellent suggestions made
d.- Do not"know S e. Cannot say

" # 2. Make reference to the “contract"? . - 5. Explain the limitations 6%

o « T~ the packet?
. .No, pot-at all \ .
Yes briefly - a. Gave a_complete explanation
Yes,.clearly made .reference ‘ b. Touched on- the “subject
c
d

[= N ol o g -1

Do not know ¢ . Made no mention ,
. . ot ; . Do not remember '

3. "Explain the organization of the ) - 2

- information in the client's . 6 .Explain how client.can obtain

"package"? = | o "additional information? ‘

v N ) ! . . "- ) *
- a. Gave a good explanation a. No -explanation made
b.. Mdde some effort to explain " b. Briefly mentioned other
c. Made no apparent attempt to . . possibitities _
'explain e P c.- Explanation of other’

d. Cannot s3)y, '~ - -"possible sources

. .t - z?> ' ~-d. Cannot say.. -

- R N (aver)q
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7. Make evaluative judgment(s)
about\the uality of this .
SpeCQfTG pgcket?o

>
" a. Yes, 'explicitly.
b. “Yes, vaguely
.. .€. No, not at alil
y d: - Did not notice

~

E R

State his level of competence 13.
to. se]ect, make Judgments
about relevance, and ;rans—

form 1nformat1on?

-

Clearly stated
Mentioned briefly
No mention made

. ~Cannot say

Qo0 oo

Offer additional help ‘to
c11ent7 .

—~ i .
. T

L

. «No, did not gffer
Mentioned casually
Made a defimite offer
Cannot say

a
b.
c.
d., .
.15,

10. Listen carefully to £he c11ent S

quest1ons? ) ) N

a. Paid c]ose attentjon

b.. Séemed somewhat d1stracted
‘& Did ot pay attent1on \
d.": Cannot say .o

- .

~

Al

React;positive]y o0 nonverbal-~"
cammunication from the client?

16.

=

d. Had a pd§1t1ve reaction
‘- b.. Had an occasional

]
T

reaction . - .
c. Had no react1on whatsoever.
d.- Cannot say (

s
-

‘ .. T - . ‘:"
Suggestions to¥the EIC for more effective

[

-

“"Did the client

-communication:

.-

Convey the: 1nformat1on 1n\a\
confident and be11evab1e
manner?

Yes

a.
b.. Ha1§ing]y .

c. No
*d. Cannot make a‘judgment.

Conduct the 1nterv1ew w1th .
ease’

Yes T .
b. - Somewhat nervously
c. No

d. Cannot say

Did«the extent and the depth
of the search seem consistent
with the ¢lient’ s, request?

a. VYes

. b. Apparently
c. “No :
d. Cannot say-

press,
" verbally, satisfaction w1§h
the service he rece1Ved?

a. Yes T -

b, With some apparent .
reservation

“c. No_ - .

q.; Cannot say. -

Did the c11ent 1nd1cate
dissatisfaction, non-
verbally, dpncern1ng the
service he received?

I

-

Yes, strongly indicated
Apparent gissatisfaction .
' No indication
'Cannot say

a.

d.
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1. "Inferior: Does not adequately fa: Superior: Successfulty n%goﬁates
negotiate the client's- problem ‘ client's problem and formilates a ,
_in either written or dral- form.-. .~ - precise written and oral descrtp--
= S Ry . .. tion to guide firther anaTysi.s
, Lo L .., and information retrieval.!
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2. Inferior: Misses the real Superior: Narrows down :and . )
purpose behind the client’s pinpoints the real purpose of the :
_request. -~ R .t - client's request. :
S O [ B [1. « 11 01 e A
_Inferior .Below Average Average Above Average Superior
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1. Inferier: Pooily develops . Superior: Develops an efficient
.. search ptan, creating.problems an%‘comprehensive search plan. -,
with the search and smmary Jo. o . ) .
. procedures. e o= oL .
‘ Inferior Below Average. Average . . .Above Average ) Superior
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) information needs of the client. need in terms of the negotiated - -4
e L S prob'lem definition. -
Inferiof Below Average Average  Above Average Superior "
» * .
: | ro :
E -+ ‘Action Neededi to Close the Gap - < -
. N e, - AU, § : .
b - ) ', ° . . 3 »
J ) . ! -
d P
; L) - 2 ¥ M ":. Ry
y ake . -~ - ~
‘ \. i} - )MW ) R
\ - . »r . ’ k_
N - » N - . -
u - ‘v ® R . s " 4
. . < . L ) - - A 0\
. ;* N T ’ ) ;
. /\ N . -, o -
/‘,/7' Y ’ ' ’ ’ 127 ! ) - . ~.
. ) ) )
S -‘} B Zie . ) ' R . X * n 5 weine
‘“?“fé’%" Ry 'g‘:"’«fs”’ V'%, sy Y . s < ' Ty




+ A ' ' ';' ‘::
N - T . - ‘
g - s e b
. . A %—.‘ "/ - *
. 4 : 6"’ . . . . s
'y ' i EIC Self-Evaluation Form -
h ) N s *- . l K A l ) r _;‘ ?
. 3 N
. oy - . . . . -
. y NEGOTIATION|'
& . " *

()

uger1or. Successfu] y negotiates’
client's problem and formulates a

1. Inferior™ Bdes not adequately
R negot1ate the client's problem
' in~either” wr1tten or oral forn.

’
.,
' e

r

-precise ‘written and oral d scrip- .
tion-to guide further &nalysis
and information retr1e al.
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the cantents of applicable the contents of the applicable
documents , missing the documents fulfilling the clignt's
1nformat1on needs of the client. need in terms of the negotIated

. . + problem definition.
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